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Foreword
South Africa will be hosting the Soccer World Cup in 2010. The Soccer 
World Cup is the biggest sporting event in the world because of the 
support the game of football commands and the fact that it is enjoyed 
globally. It is estimated that the number of participants during this mega-
event will be 3.5 million, of which approximately 445,000 are expected 
to be foreign arrivals. Big events of this magnitude have a tendency to 
attract organised crime and criminal syndicates from all over the world. 
Local criminals are also likely to take advantage of the visitors and commit 
crime. Therefore in terms of safety and security, the South African Police 
Service (SAPS) has undoubtedly a challenging role to play during the 
event. 

The SAPS is mandated to prevent, investigate and combat crime in 
order to ensure the safety and security of everyone within the country’s 
borders. Police Stations are key administrative and service delivery points 
of SAPS and are located as close as possible to communities. It is at the Police Stations where crimes are 
reported, and cases are opened and investigated. As key points of interface between the public and SAPS it 
is necessary, therefore, for Police Stations to function in a manner that is in line with the Batho Pele principles 
of service delivery.  In this regard, they should be accessible 24 hours a day for citizens to report cases, have 
capacity in terms of personnel to take statements, investigate cases, and serve citizens with respect and 
courtesy during any form of interaction. 

The work done by officials at Police Stations becomes even more critical when there are major events in 
the country, since they are expected to deal with any possible increase in the need for safety and security 
services. Any country that hosts the Soccer World Cup is required to ensure that there is a high level of 
safety and security for the public. This includes the security of football fans, participating teams, citizens in 
general and property. 

Given the above crucial role of SAPS in the safety and security of the public, the Public Service Commission 
(PSC) found it necessary to conduct inspections at selected Police Stations in the country to assess their 
readiness to support the 2010 Soccer World Cup as well as their compliance with the service delivery 
requirements of Batho Pele principles. Inspections have become one of the PSC’s methodologies of reinforcing 
accountability across the Public Service because they are fact-finding exercises meant to observe and obtaining 
first hand information on service delivery.

The inspection teams led by Public Service Commissioners found that whilst the SAPS National Head Office 
has made good progress on the preparations for the 2010 Soccer World Cup, the designated Police Stations 
that were visited in the host cities had not been sufficiently involved in the relevant planning processes. It 
was also found that the implementation of the Batho Pele framework in the Provinces varied from one Police 
Station to another. It would, therefore, be important for SAPS to ensure that these matters receive adequate 
attention so that the Police Stations contribute effectively to the country’s successful hosting of this biggest 
sporting event in the world. In addition, the areas of non-compliance with the Batho Pele framework identified 
in this report should also be addressed as a matter of urgency to ensure that Police Stations become effective 
institutions that put people first.
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The PSC wishes to thank SAPS officials for their cooperation and willingness to share information. I trust 
that the findings will help SAPS in its efforts to improve service delivery and support the hosting of the 2010 
Soccer World Cup.

DR RR MGIJIMA
CHAIRPERSON: PUBLIC SERVICE COMMISSION
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Executive Summary
1. BACKGROUND

The Public Service Commission (PSC) aims to enhance excellence in governance within the Public 
Service by promoting a professional and ethical environment and adding value to a public administration 
that is accountable, equitable, efficient, effective and responsive to the needs of the people. As one of its 
methodologies to reinforce accountability in the Public Service, the PSC has since the 2005/06 financial year 
conducted service delivery inspections in the Public Service. In 2008/09, the PSC conducted inspections in 
the South African Police Service focusing on selected Police Stations in the 2010 Soccer World Cup host 
cities in the Eastern Cape, Free State, Gauteng, KwaZulu-Natal, Limpopo, Mpumalanga, North West and 
Western Cape. Inspections were also conducted at the National Head Office. The aim of the inspections was 
to determine the level of readiness of SAPS and Police Stations in the host cities to support the 2010 Soccer 
World Cup and to determine if Police Stations are complying with the Batho Pele Framework, intended to 
meet the needs of the people of South Africa.

2. METHODOLOGY

This research was based on observations conducted through inspections. Two types of service delivery 
inspections were conducted, namely announced and unannounced. Announced inspections focused on 
the SAPS Integrated 2010 Soccer World Cup Strategic Plan with regard to the readiness of the SAPS and 
Police Stations to support the 2010 Soccer World Cup. These inspections were conducted at the SAPS 
National and Provincial Head Offices, as well as 2010 Soccer World Cup designated Police Stations. For 
the purpose of this type of inspections, prior arrangements were made with SAPS officials. This was to 
ensure that officials were given adequate time to prepare for the inspections and also to make the necessary 
information available on the date of the inspections. 

Unannounced inspections focused on the implementation and compliance of Police Stations with the Batho 
Pele Framework. These inspections were conducted at the 2010 Soccer World Cup designated Police Stations 
and those Police Stations that are located in areas that are most likely to be identified as Public Viewing Areas 
(PVAs) and Fan Parks (FPs). PVAs and FPs are official venues which will provide large television screens where 
the public can watch live football matches throughout the 2010 Soccer World Cup. Notification was not 
provided for unannounced inspections. This was meant to afford the inspection teams an opportunity to 
observe actual practices at the Police Stations.

To initiate the inspection process, letters were sent to the Minister of Safety and Security and the Acting 
National Commissioner of SAPS, informing them about the PSC’s intention to conduct inspections in the 
SAPS. Subsequently, the PSC was provided with a copy of a letter which the Acting National Commissioner 
of SAPS sent to the Provincial SAPS Commissioners informing them about PSC’s intention and requesting 
them to cooperate as well as make themselves available for the inspections. The inspection teams comprised 
Public Service Commissioners and officials from the Office of the Public Service Commission. Commissioners 
played a leading role during the inspection process and provided strategic direction. 

Overall, the inspections were conducted at the SAPS National Head Office, four SAPS Provincial 
Commissioner’s Offices and twenty four (24) selected Police Stations in the 2010 Soccer World Cup host 
cities. For purposes of data collection, a questionnaire and a checklist were developed and used for the 
announced and unannounced inspections, respectively.  
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3. KEY FINDINGS

The following are the overall findings on announced and unannounced inspections regarding the preparedness 
of the 2010 Soccer World Cup designated Police Stations to support the World Cup the country is about 
to host. The findings also present the level of compliance of Police Stations with the Batho Pele Framework. 
The key findings are based on the engagements of the inspection teams with the officials of the SAPS, service 
users at the Police Stations as well as observations made at the Police Stations.

3.1 Announced Inspections

•  Overall, the inspection teams found that officials in 80% of the sampled Police Stations were aware of the 
existence of the SAPS 2010 Soccer World Cup Integrated Strategy. However, officials could not provide 
details of the strategy as they did not have a copy in place. The inspection teams further established that 
planning for the 2010 Soccer World Cup was coordinated at the SAPS National Head Office and that at 
the time of the inspections, the involvement of the Police Stations had been limited. 

•  Only 50% of the sampled Police Stations had dedicated divisions/staff responsible for the 2010 
preparations. In this regard, the inspection team that visited the SAPS National Head Office established 
that the 2010 safety and security arrangements were primarily the responsibility of the Deputy National 
Police Commissioner supported by the SAPS planning team that had been established to give effect to 
the operational and overall safety and security of the event. 

•  The inspection teams noted that 80% of the sampled Police Stations did not have adequate personnel 
to handle the demands of the 2010 Soccer World Cup. However, during the inspections at the National 
Head Office, the inspection team established that SAPS will have adequate personnel to handle the 
safety and security matters of the 2010 Soccer World Cup, from both the point of preparations and 
operations. The findings suggest that this information had not as yet been shared with the officials at the 
relevant Police Stations at the time of the inspections.

•  The inspection teams established that in 40% of the sampled Police Stations, officials required specific 
skills such as crowd management, investigative skills, advanced crime prevention, trauma and victim 
support to deal with crime during the 2010 Soccer World Cup. The inspection team that visited the SAPS 
National Head Office established that an inter-departmental training committee has been established to 
look into the training needs of the police personnel in preparation for the 2010 Soccer World Cup.

•  It was found that 60% of the sampled Police Stations had CCTV cameras installed in and around their 
host cities. However, most of these cameras belonged to the local municipalities. The inspection teams 
further established that most of these cameras were not well maintained. The inspection team that visited 
the SAPS National Head Office established that plans had been put in place to establish a National Joint 
Operation Centre (NATJOC) shortly before the 2010 Soccer World Cup. NATJOC will be mirrored by 
the creation of the Provincial Joint Operations Centre (PROVJOC) in each province where FIFA World 
Cup matches will be played as well as Venue Operation Centres (VOC) at the host stadiums. There will 
be 24 hours on site command and control structures which will provide live recording of all incidents 
happening in and around the stadiums, thus feeding into the PROVJOC and NATJOC.

•  The inspection teams found that 90% of the sampled Police Stations did not have adequate vehicles in good 
working condition to handle the demands of the 2010 Soccer World Cup. However, the inspection team 
that visited the SAPS National Head Office found that specific kinds of vehicles have been purchased for 
the 2010 Soccer World Cup and these include high speed vehicles, highway patrol cars and luxury cars. 
The findings suggest that Police Stations were not briefed about the vehicles that were being procured 
to handle the demands of the 2010 Soccer World Cup.  

•  In all sampled Police Stations, the inspection teams established that a specific budget to prepare for 2010 
had not been allocated. However, the team that visited the SAPS National Head Office found that for the 
purpose of the World Cup, a budget of R665m was allocated for equipment and R640m was allocated 
for staff deployment during the 2009/10 financial year. The finding suggests that information regarding 
budget allocations had not as yet been shared with the Police Stations at the time of the inspections. 
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•  It was found that 50% of the sampled Police Stations did not have interpreters to accommodate non-South 
African language speakers. However, the team that visited the SAPS National Head Office established 
that SAPS had an existing policy on interpretation of foreign languages. At the National Head Office, the 
inspection team further found that all countries whose teams will be participating in the tournament will 
send 15 police officials from their respective countries. These officials will be roving with their teams 
as per the tournament itinerary and it is hoped that they will assist in law enforcement and language 
interpretation.

•  The inspection teams observed that 50% of the sampled Police Stations did not have plans in place to 
communicate security tips to citizens and visitors during the 2010 Soccer World Cup. However, the 
inspection team that visited the SAPS National Head Office established that the Head Office had put in 
place a communication plan for 2010. The Plan will also cover communication of safety tips to citizens 
and visitors. 

•  All sampled Police Stations had previously been involved in major events in their cities. These included, 
amongst others, local and international events such as local soccer derbies, Rugby Tri-Nations Cup 
matches and President Mandela’s 46664 concert.

•  The inspection teams noted that all sampled Police Stations had targeted types of crimes which were 
considered a threat in their areas especially during the 2010 Soccer World Cup. These included car 
hijacking, hooliganism, public drinking, and robbery in residential and business areas. 

•  In general, all the sampled Police Stations had various challenges regarding the preparations of the 2010 
Soccer World Cup which included the lack of training for their personnel, lack of adequate human and 
financial resources.

•  The inspection teams further established that in 80% of the sampled Police Stations, officials had not 
identified possible venues and locations for Public Viewing areas and Fan Parks, which made planning 
difficult.

3.2 Unannounced Inspections

•  The inspection teams found that 86% of the Police Stations visited had acceptable outside signage. 
However, at 36 % of the Police Stations visited, there was no display of business hours, list of services 
rendered, prior requirements before accessing the services or the cost thereof. The common reason 
for lack of displaying such information was that citizens were aware of what services were rendered and 
that Police Stations provide a 24 hour service.

•  Only 54% of the Police Stations visited had Service Charters displayed. However, in all Police Stations 
in the Eastern Cape and KwaZulu-Natal, these were found to be written in English only. The inspection 
teams further noted that in 50% of the Police Stations visited, suggestion boxes or complaint boxes were 
displayed. It was however, noticed that some Police Stations did not have a complaint procedure to be 
followed by citizens when lodging a complaint.

•  The inspection teams observed that in 90% of the Police Stations visited, front line staff was wearing name 
tags. However, in most Police Stations back office staff was found not to be wearing name tags. It was 
indicated that back office staff do not interact with members of the public, thus making it unnecessary 
for them to wear name tags. An encouraging positive finding was that in all Police Stations visited, staff 
members appeared polite, friendly, knowledgeable and professional in their conduct.

•  The inspection teams established that in 22% of the Police Stations visited, staff were generally happy 
with the working conditions, and seemed to interact well with each other. However, in 78% of the Police 
Stations visited, a number of concerns were raised such as budgetary constraints which contributed to 
delays in the provisioning of critical equipment, shortage of personnel and unavailability of computers at 
the counters.

•  In 40% of the Police Stations visited, service users expressed happiness at the prompt service received 
from the South African Police Service. The service users also mentioned that they were treated 
courteously. However, in 60% of the Police Stations visited, service users were not happy mainly with 
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the waiting period before they were assisted and the distance travelled to access services which was 
referred to as long and tedious. 

•  In general, the inspection teams found that 59% of the Police Stations visited had access to drinking 
water for the public. However, in some Police Stations there were no proper facilities as the water 
was meant for watering the garden. Air conditioning facilities were found to be in place in most Police 
Stations although they were not in good working condition.

4. RECOMMENDATIONS

4.1  Announced Inspections

•  The relevant sections of the SAPS 2010 Soccer World Cup Integrated Strategy and operational plan 
should be discussed with Soccer World Cup designated Police Stations for the effective implementation 
thereof.

•  SAPS National and Provincial Head Offices should ensure that all 2010 Soccer World Cup designated 
Police Stations are involved in the planning process for the 2010 Soccer World Cup. This will assist in 
ensuring that they understand their role in the bigger picture of crime prevention and support for 2010 
Soccer World Cup as early as possible.

•  The National and Provincial Head Offices should ensure that before 2010, all 2010 Soccer World Cup 
designated Police Stations have adequate personnel, vehicles and other required equipments, which will 
be used to handle the demands of the 2010 Soccer World Cup.

•  SAPS National Head Office should ensure that police personnel are trained accordingly in order to 
enable them to perform their duties effectively in support of 2010 Soccer World Cup.

•  Internal communication within the SAPS workforce needs to take place effectively so that officials, 
particularly at the 2010 Soccer World Cup designated Police Stations are aware of the SAPS 
communication strategy on safety tips and also understand the activities and role they will play during 
the 2010 Soccer World Cup period.

•  The SAPS needs to liaise with relevant authorities to determine the location of the Fan Parks and Public 
Viewing Areas as a matter of urgency. Due to the estimated high cost of tickets to enter the stadiums, 
it is likely that the majority of people will opt for Fan Parks and Public Viewing Areas. Lack of proper 
planning on the Fan Parks and Public Viewing Areas might have unexpected consequences.

•  The SAPS should consolidate lessons learnt from supporting previous major events in order to share 
these with SAPS officials across the country, particularly those in the 2010 Soccer World Cup designated 
Police Stations for the purpose of the 2010 Soccer World Cup.

4.2  Unannounced Inspections

•  Police Stations should be encouraged to display prior requirements that are needed before clients 
can access service, business hours and list of services available. This will inform the citizens about 
requirements and will expedite service delivery because citizens would already know what is expected 
of them.

•  The SAPS National and Provincial Head Offices need to assist Police Stations in developing service 
delivery charters to ensure that service users know the type of services rendered and standards thereof. 
Once developed, service delivery charters should be translated into local languages and be displayed 
where they could be easily noticed by members of the public. Provincial Head Offices should monitor 
Police Stations’ compliance with the service charters. 

•  Complaints registers and/or suggestion boxes should be displayed. In addition, a complaint handling 
process should also be visibly displayed. Police Stations management should ensure that issues raised by 
service users are addressed and service user are informed about the steps taken in this regard. 

•  The wearing of name tags should be encouraged in line with the Batho Pele principle of transparency and 
openness. 
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5. CONCLUSION

The service delivery inspections conducted in the South African Police Service (SAPS) have provided useful 
information on the status of the 2010 Soccer World Cup designated Police Stations with regard to their 
preparedness to support the 2010 Soccer World Cup. Whilst the inspections have revealed the minimal 
involvement of the designated Police Stations in the planning process for the preparations of the 2010 Soccer 
World Cup, remarkable progress on preparations for the event has been displayed by the SAPS National 
Head Office. Detailed findings and recommendations relating to specific Provinces and Police Stations as 
well as the National Head Office are contained in this report. It is the PSC’s view that the findings and 
recommendations contained in this report will help the SAPS to revisit areas that require attention ahead of 
the 2010 Soccer World Cup as well as pay required attention to the Batho Pele issues raised in the report.
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1.1  INTRODUCTION AND BACKGROUND

Section 196 of the Constitution1 of the Republic of South Africa, 1996, mandates the Public Service 
Commission (PSC) to promote the Constitutional values set out in Section 195, and to propose measures to 
ensure effective and efficient performance within the Public Service.

Furthermore, 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 or 
from other officers in the service 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 Act2”.

In line with the above-mentioned mandates, the PSC developed a Protocol on Inspections3.  The purpose of 
the Protocol on Inspections is to assist the PSC to conduct inspections in a meaningful and objective manner, 
which is important for both the integrity of the inspection processes and the quality of the reports that are 
subsequently generated. 

Guided by the above-mentioned Protocol, the PSC has since 2006/07 been conducting announced and 
unannounced visits/inspections of service delivery sites in various Departments. During 2006/07, the PSC 
conducted pilot inspections of service delivery sites which included the National Departments of Home 
Affairs and Labour, Housing (Gauteng) and Social Development (Free State). During 2007/08, the PSC 
conducted inspections in the Departments of Education in eight (8) Provinces and National Head Office. 
In 2008/09, the PSC conducted inspections in the South African Police Service (SAPS). The inspections at 
the SAPS focused on Police Stations as service delivery sites of SAPS. These inspections sought to assess 
adherence to the service delivery principles of Batho Pele, and to determine the readiness of SAPS to support 
the 2010 Soccer World Cup. 

The purpose of this consolidated report is to present the findings and recommendations of the service 
delivery inspections conducted at the National Head Office of the South African Police Service, Provincial 
Commissioner’s Offices in the Free State, Gauteng, Limpopo and Mpumalanga Provinces as well as selected 
Police Stations in Eastern Cape, Free State, Gauteng, KwaZulu-Natal, Limpopo, Mpumalanga, North West 
and Western Cape.

1.2  THE AIM AND OBJECTIVES OF THE INSPECTIONS

The broad aim of the inspections is to assess the quality of services rendered to the public, the state of 
the facilities and the conditions at the service site. It is also the objective of inspections to determine if 
government Departments are achieving the required service standards, intended to meet the needs of the 
people of South Africa. The following table shows the broad objectives of inspections as provided by the PSC 
Protocol on inspections as well as specific objectives of inspections at the SAPS:

1 Republic of South Africa. The Constitution. Act 108 of 1996.
2 Republic of South Africa. The Constitution. Act 108 of 1996.
3 Republic of South Africa. Public Service Commission.  Protocol on Announced and Unannounced Inspections, 2007.
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Table 1:  Objectives of Inspections
Broad objectives of inspections as provided 
for in the Protocol on inspections

Specific objectives of the inspections 
conducted in SAPS

a)  To afford the PSC an opportunity to observe 
the extent to which services are rendered to 
citizens and to get a sense of what kind of service 
delivery challenges are facing the Departments.

a)  To gather first hand information on the functioning 
of Police Stations in crime prevention.

b)  To engender a sense of urgency and seriousness 
among officials regarding service delivery.

b)  To establish SAPS and Police Station’s 
compliance with the implementation of the 
Batho Pele Framework.

c)  To introduce objective mechanisms of identifying 
both weaknesses and strengths in improving 
service delivery.

c)  To assess the availability of resources needed to 
ensure Police Stations operate effectively.

d)  To report serious concerns about the quality of 
service delivery and compliance with Batho Pele 
requirements.

d)  To determine the level of readiness of SAPS 
and Police Stations to support the 2010 Soccer 
World Cup.

e)  To carry out investigations of serious failures as 
pointed out by inspections.

f)  To improve service user care relations in order 
to improve a user-oriented Public Service.

1.3  SCOPE AND METHODOLOGY

1.3.1  Scope of the inspections

The inspections focused on what SAPS has identified as designated Police Stations at the host cities that would 
support the hosting of the 2010 Soccer World Cup. These 10 Police Stations are located in close proximity to 
the football stadiums in the host cities where the World Cup games will be played. The following table shows 
the SAPS 2010 Soccer World Cup designated Police Stations, stadiums, host cities and selected Provinces:

Table 2:  2010 Soccer World Cup designated Police Stations per host city
Designated Police 
Stations

Stadium Host City Province

Sunnyside Police Station Loftus Stadium Pretoria Gauteng
Jeppe Police Station Ellis Park Stadium Johannesburg Gauteng
Booysens Police Station FNB Stadium Johannesburg Gauteng
Durban Central 
Police Station

Moses Mabida Stadium Durban KwaZulu-Natal 

Seapoint Police Station Greenpoint Stadium Cape Town Western Cape
Mount Road Police Station Nelson Mandela Stadium Port Elizabeth Eastern Cape
Parkroad Police Station Vodacom Stadium Bloemfontein Free State
Polokwane Police Station Peter Mokaba Stadium Polokwane Limpopo
Nelspruit Police Station Bombela Stadium Nelspruit Mpumalanga
Phokeng Police Station Royal Bafokeng Stadium Rustenburg North West

      
In addition, service delivery inspections were conducted at the National Head Office of SAPS and at four 
Provincial Commissioners’ Offices, namely, Free State, Gauteng, Limpopo and Mpumalanga to obtain 
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information in relation to the readiness of their designated Police Stations to support the 2010 Soccer World 
Cup. Inspections were also conducted at 14 Police Stations which were not designated for the 2010 Soccer 
World Cup. These Police Stations were included because they are located in areas that are most likely to 
be identified as Public Viewing Areas (PVAs) or Fan Parks (FPs). PVAs and FPs are official venues which will 
provide large television screens where members of the public can watch live football matches during the 2010 
Soccer World Cup. Entrance at the PVAs and FPs will be free, but with strict security control measures in 
place. The following table shows the list of Police Stations that are located in areas that are most likely to be 
identified as PVAs or FPs.

Table 3:  List of Police Stations located in areas that are likely to be identified as PVAs and FPs
Province Police Station

Eastern Cape
Humewood Police Station
New Brighton Police Station

Free State
Botshabelo Police Station
Kagisanong Police Station

KwaZulu-Natal 

Broad Street Police Station
Umlazi Police Station
Kwa-Mashu Police Station
Ntuzuma Police Station

Limpopo
Seshego Police Station
Mankweng Police Station

North West
Mmabatho Police Station
Jouberton Police Station

Western Cape
Gugulethu Police Station
Mannenberg Police Station

 
1.3.2 Methodology

Two types of inspections were conduced, namely announced and unannounced. 

1.3.2.1  Announced inspections

The announced inspections focused on the SAPS Integrated 2010 Soccer World Cup Strategic Plan with regard 
to the readiness of the SAPS and Police Stations to support the 2010 Soccer World Cup. These inspections 
took place at the SAPS National Head Office, Provincial Commissioner’s Offices and 2010 Soccer World Cup 
designated Police Stations. For this type of inspection, prior arrangements were made with officials. This was 
to ensure that officials were given adequate time to prepare for the inspection and also make the necessary 
information available on the date of the inspection. Information gathering on the announced inspections was 
guided by the PSC-developed checklist (Annexure A). The development of the checklist was guided by 
information derived from the document on security arrangements for the 2010 FIFA Soccer World Cup4.

1.3.2.2 Unannounced inspections

The unannounced inspections focused on the implementation and compliance of Police Stations with the 
Batho Pele Framework, and these inspections only took place at the designated Police Stations and at the 
Police Stations which are located in areas that are most likely to be identified as Public Viewing Areas (PVAs) 
or Fan Parks (FPs). PVAs and FPs are official venues which will provide large television screens where the 

4 Institute for Security Studies. A Golden Goal for South Africa: Security Arrangements for the 2010 FIFA Soccer World Cup. 2007. 
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public can watch live football matches throughout the 2010 Soccer World Cup. Prior notification was not 
provided to the Police Stations about the unannounced inspections. This was done to afford the inspection 
team an opportunity to observe actual practices at the Police Stations. The unannounced inspections were 
guided by a PSC-developed checklist (Annexure B) which contained the following issues pertaining to the 
Batho Pele principles:

•  Observing facilities: This includes outside and inside signage, display of services rendered, display of business 
hours, condition of building, ramps for the disabled and cleanliness of facilities.

•  Observing access to information: This includes availability of a staff member who guides and directs people 
on arrival to appropriate service points, display of service standards, availability of an information desk, display 
of complaints register and suggestion box.

•  Observing staff: This includes wearing of name badges by staff, friendliness of staff and appearance of staff in 
terms of professionalism.

•  Talking to citizens: This includes asking citizens about time waited before accessing service, lodging of complaints, 
perception of service and general comments.

•  Talking to staff: This includes asking staff about arrangements for taking lunch breaks in order not to disrupt 
service delivery, approaches used to improve access to service and best practices on Batho Pele.

•  General observations: This includes observing availability of air-conditioning, access to water and toilet facilities, 
facilities for the disabled and sufficiency of parking facilities.

To initiate the inspection process, letters were sent to the Minister of Safety and Security and the Acting 
National Commissioner of SAPS, informing them about the PSC’s intention to conduct inspections in the 
SAPS. The PSC was then provided with a copy of a letter the Acting National Commissioner of SAPS had 
sent to the Provincial SAPS Commissioners informing them about PSC’s intention. 

The inspection team comprised Public Service Commissioners and officials from the Office of the Public 
Service Commission. The PSC Commissioners played a leading role in the inspections process. 

The following table shows the sites wherein announced and unannounced inspections were conducted as 
well as dates of visits. 

Table 4:  Inspection sites and dates of visits
Eastern Cape Sites

Inspection sites Announced/Unannounced Date

Mount Road Police Station
Announced 29 August 2008
Unannounced 29 August 2008

Humewood Police Station Unannounced 29 August 2008
New Brighton Police Station Unannounced 29 August 2008

Free State Sites
Inspection sites Announced/Unannounced Date
SAPS Provincial Commissioner’s 
Office

Announced 11 August 2008

Park Road Police Station Announced 27 August 2008
Botshabelo Police Station Unannounced 28 August 2008
Kagisanong Police Station Unannounced 28 August 2008
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Gauteng Sites
Inspection sites Announced/Unannounced Date
SAPS Provincial 
Commissioner’s Office

Announced 10 September 2008
Announced 15 September 2008

Booysens Police Station
Announced 11 September 2008
Unannounced 11 September 2008

Jeppe Police Station
Announced 09 September
Unannounced 09 September

Sunnyside Police Station
Announced 09 September
Unannounced 09 September

KwaZulu-Natal Sites
Inspection sites Announced/Unannounced Date
Durban Central Police Station Announced 08 September 2008
Broad Street Police Station Unannounced 08 September 2008
Umlazi Police Station Unannounced 08 September 2008
Kwa-Mashu Police Station Unannounced 09 September 2008
Ntuzuma Police Station Unannounced 09 September 2008

Limpopo Sites
Inspection sites Announced/Unannounced Date
 SAPS Provincial 
Commissioner’s Office

Announced 18 August 2008

Polokwane Police Station
Announced 18 August 2008
Unannounced 18 August 2008

Seshego Police Station Unannounced 19 August 2008
Mankweng Police Station Unannounced 19 August 2008

Mpumalanga Sites
Inspection sites Announced/Unannounced Date

Nelspruit Police Station
Announced 13 August 2008
Unannounced 13 August 2008

Provincial SAPS Office Announced 18 August 2008
North West Sites

Inspection sites Announced/Unannounced Date

Phokeng Police Station
Announced 12 August 2008
Unannounced 12 August 2008

Mmabatho Police Station Unannounced 14 August 2008
Jouberton Police Station Unannounced 15 August 2008

Western Cape Sites
Inspection sites Announced/Unannounced Date

Sea Point Police Station
Announced 14 August 2008
Unannounced 14 August 2008

Gugulethu Police Station Unannounced 14 August 2008

Mannenberg Police Station
Unannounced 14 August 2008
Unannounced 14 August 2008
SAPS National Head Office

Inspection sites Announced/Unannounced Date
SAPS National Head Office Site Announced 20 August 2008



7

1.3.3  Limitations of the study

The following limitations were experienced during the inspections:

•  The inspection Team could not rigorously verify documentation to support the statements given by the 
officials at the National Head Office. This was as a result of the following:

 n  The sensitive nature of the information which might compromise SAPS operational business.
 n  At the time of the inspection, SAPS had prepared a security master plan as required by the Federation 

of International Football Association (FIFA) and the Local Organising Committee (LOC). However, 
the security plan could not be shared with the inspection team as it had to be approved first by both 
FIFA and LOC before it is implemented and made known to members of the public.

•  In Park Road Police Station in the Eastern Cape and at the Durban Central Police Station in KwaZulu-
Natal, it was found that the SAPS 2010 Soccer World Cup Integrated Strategy and general documents 
to support progress made with preparations for the 2010 Soccer World Cup were not available.

•  The inspection team could not interact with members of the public at all Police Stations in the Eastern 
Cape Province because at the time of the inspections, there were no members of the public at the Police 
Stations.

•  In all Police Stations visited in Gauteng province, checklists on announced inspection were sent to 
officials in advance with the hope that by the time the inspection team visits the Police Stations they 
would be completed. However, the checklists were completed and only sent to the inspection team after 
the inspections were conducted. 

•  Securing an early appointment with the SAPS Provincial Commissioner in Limpopo was hampered by his 
unavailability due to other pressing official commitments.

•  In Mpumalanga Province, Nelspruit Police Station, officials could not provide proof to support progress 
made with preparations for the 2010 Soccer World Cup. For instance, the team was informed about a 
gadget for interpreting foreign languages, however, this gadget could not be shown to the team because 
an official who was not on duty had locked it away.

•  At the Sea Point Police Station in the Western Cape, the inspection team was informed about the 
Police Station’s master plan for the 2010 Soccer World Cup preparations. However, at the time of the 
inspections, the plan was not available at the Police Station. 

1.3.4  Structure of the report

The structure of the report is as follows:
• Chapter 2  presents an overview of the findings of the study
• Chapter 3  presents the findings from the South African Police Service: Eastern Cape
• Chapter 4  presents the findings from the South African Police Service: Free State
• Chapter 5  presents the findings from the South African Police Service: Gauteng
• Chapter 6  presents the findings from the South African Police Service: KwaZulu-Natal
• Chapter 7  presents the findings from the South African Police Service: Limpopo
• Chapter 8  presents the findings from the South African Police Service: Mpumalanga
• Chapter 9  presents the findings from the South African Police Service: North West
• Chapter 10 presents the findings from the South African Police Service: Western Cape
• Chapter 11  presents the findings from the South African Police Service: National Head                   

Office
• Chapter 12 presents the conclusion and overall recommendations.
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2.1  INTRODUCTION

This chapter presents an overview of the findings of both the announced and unannounced service delivery 
inspections conducted at the SAPS. The chapter highlights the progress made by the SAPS with regard to the 
readiness of the SAPS at the sampled 2010 Soccer World Cup Police Stations to support the 2010 Soccer 
World Cup. The chapter also presents the findings on the SAPS’ implementation of and compliance with the 
Batho Pele Framework. 

2.2   ANNOUNCED INSPECTIONS

The key findings of the announced inspections are presented according to issues raised in the PSC’s developed 
checklist on announced inspections. These inspections focused on the readiness of the SAPS at the sampled 
Police Stations to support the 2010 Soccer World Cup. 

The inspection team that visited the SAPS National Head Office established that the South African government 
has provided a number of guarantees to FIFA regarding the hosting of the World Cup. Safety and security 
features prominently among these guarantees. In this regard, the SAPS guarantees to FIFA are to undertake 
all security measures necessary to ensure general safety and personal protection, especially at the airports, 
inside and outside hotels where teams and officials will be staying, stadiums where matches will be played, 
training grounds, the international broadcasting centres, media centres, official areas and other areas where 
accredited persons and/or spectators will be present.

The inspection team further established that arrangements for safety and security in relation to the 2010 
Soccer World Cup are coordinated by the state security services referred to as the Joint Operational 
and Intelligence Structure (JOINTS). The JOINTS operates in conjunction with the Security Directorate 
established by the Local Organising Committee (LOC) in consultation with FIFA. In this regard, SAPS is the 
primary operational driver and coordinator of state safety and security in the JOINTS. 

During the inspections, it was established that JOINTS comprises the following 14 permanent member-
institutions, who meet on a regular basis and are represented by senior managers: 

• South African Police Service.
• South African National Defense Force.
• National Intelligence Coordinating Committee.
• National Intelligence Agency.
• South African Secret Services.
• Department of Justice and Constitutional Development.
• Department of Correctional services.
• Department of Social Development.
• Department of Foreign affairs.
• Department of Home Affairs.
• Department of Provincial and Local Government.
• Department of Transport.
• National Treasury.
• South African Revenue Service.

The inspection team further established that the main function of the JOINTS is to coordinate the planning 
for, and the execution of all law enforcement, crime combating and other operations relating to safety, 
security and stability between the member Departments and the Justice, Crime Prevention and Security 
Cluster. The above-mentioned Departments are considered decision makers for operations, intelligence, 
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planning and implementing purposes. Currently, the JOINTS coordinating structure operates at the following 
levels:

• National JOINTS (NATJOINTS) – Strategic level.
• Provincial JOINTS (PROVJOINTS) – Operational level.
• Local JOINTS (LOCJOINTS) – Tactical level.

Furthermore, it was brought to the attention of the  inspection team that the planning for the 2010 World 
Cup takes place at the NATJOINTS (strategic level), wherein the World Cup SAPS safety and security master 
plan was developed for presentation to the LOC and FIFA. Upon approval of the plan by LOC and FIFA, the 
plan will be made available to the PROVJOINTS and LOCJOINTS for operational and tactical implementation.

The inspection team also learnt from the SAPS National Head Office that ten (10) Police Stations across 
the country that are within close proximity of the identified World Cup stadiums have been identified and 
designated to support the event. Although the Police Stations have been identified, they are not involved in 
the planning of the safety and security matters for the World Cup as planning is currently at the strategic 
level (NATJOINTS). However, the 10 identified Police Stations are currently being upgraded for the purpose 
of 2010. The designated Police Stations will also be used as detention centres during the tournament. The 
following highlights the findings of progress made by the designated Police Stations in preparation for the 
World Cup:

(a)   Police Stations’ awareness of the SAPS 2010 Soccer World Cup Integrated Strategy 

The findings of the inspections show that in 80% of the sampled Police Stations, namely, Mount Road, Park 
Road, Jeppe, Sunnyside, Durban Central, Nelspruit, Polokwane, and Sea Point, officials were aware of the 
existence of the SAPS 2010 Soccer World Cup Integrated Strategy. However, the teams found that at the 
time of the inspections, officials could not provide the inspection teams with the details of the strategy as 
they had not been exposed to it. In twenty percent (20%) of the sampled Police Stations, namely, Booysens 
and Phokeng, officials were not even aware of the existence of the strategy. The inspection teams further 
established that planning for the 2010 Soccer World Cup was coordinated at the SAPS National Head Office. 
The findings suggest that there had been minimal involvement of Police Stations in the planning of the event 
at the time of the inspections.

The inspection team that visited the SAPS National Head Office found that as part of the response strategy 
to the government guarantees and, in particular, SAPS guarantees to FIFA, a strategy document in a form 
of a security master plan was developed through the JOINTS. At the time of the inspection, the master 
plan was due to be submitted to the Local Organising Committee (LOC) and Federation of International 
Football Association (FIFA). Although the inspection team saw the plan, they were not allowed to peruse the 
document as it had to be approved first by the LOC and FIFA before it could be made available to the public.

The inspection team further established that once the master plan had been approved, it would be cascaded 
to PROVJOINTS and LOCJOINTS. At these levels, the plan will be translated from strategic to operational 
and tactical levels for security and law enforcement of the 2010 World Cup games.

Furthermore, the inspection team found that the operational plan is structured according to different phases 
and at the time of the inspections, SAPS was involved with the run-up phase (dry-run phase). The following 
table shows the different phases and time frames of the plan:
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Table 5:  Phases and time frames of the operational plan
Phases Time frames
Run-up Phase May 2004 to mid June 2009
Confederation Cup Mid-June 2009 to July 2009
Pre-2010 Tournament Phase July 2009 to mid June 2010
2010 Opening Ceremony Mid-June 2010
2010 Tournament Phase 11 June 2010 to 11 July 2010
Final and Closing Phase Mid-July 2010
Post 2010 World Cup Phase Mid-July 2010 to end July 2010

The inspection team further found that the plan focused on the following:

• Crime prevention and combating, particularly the priority crimes such as car hijacking.
•  Intelligence which includes terrorism, violence in the transport industry, hooliganism, counter intelligence, 

vetting, accreditation and labour unrest.
• VIP protection, including government and FIFA’s VIP’s and VVIP’s.
• Border security including airports, sea ports and land ports.
• Border line (maritime plan) security including the coastal waters.
• Tourism security.
•  City security including official and public accommodation, restaurants, bars, event centers, shopping 

complexes, routes and red light areas. In terms of the city security, the inspection team established 
that SAPS intends to put investigating teams in place. In partnership with the Department of Justice 
and Constitutional Development, 2010 FIFA World Cup special Courts will be put in place. The special 
Courts will involve other Departments like Home Affairs and Foreign Affairs, because criminal cases 
might also involve foreign nationals.

The inspection team found that there had been several opportunities where SAPS’ capacity to manage crowds 
and deal with crime had been put to the test. For instance, since 2004, SAPS has been involved in crowd 
management during big events such as when three of South Africa’s football clubs (Orlando Pirates, Kaizer 
Chiefs and Mamelodi Sundowns) hosted two European football teams (Manchester United and Barcelona), 
and when South Africa hosted the Cricket World Cup in 2007.

(b) Availability of dedicated division/staff responsible for 2010 preparations in the Police Stations

The findings show that 50% of the sampled Police Stations, namely, Mount Road, Park Road, Jeppe, Sunny- 
side and Nelspruit had dedicated divisions responsible for preparations for the World Cup. Another 50% of 
the Police Stations, namely, Booysens, Durban Central, Polokwane, Phokeng and Sea Point did not have such 
dedicated divisions. The inspection teams established that the latter Police Stations did not have dedicated 
divisions due to the minimal involvement of Police Stations in the planning and preparations of the event.

The inspection team that visited the SAPS National Head Office established that the 2010 safety and security 
arrangements were primarily the responsibility of the Deputy National Police Commissioner supported by 
the SAPS planning team that has been established to give effect to the operational and overall safety and 
security of the event. Placing the 2010 Soccer World Cup preparations in the Office of the Deputy National 
Police Commissioner shows the commitment of SAPS to the process. The Deputy National Commissioner 
is a strategic and influential position in the SAPS.
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(c) Adequacy of personnel within Police Stations to handle the 2010 Soccer World Cup

The inspection teams found that 80% of the sampled Police Stations did not have adequate personnel to handle 
the demands of the 2010 Soccer World Cup. These included Park Road, Jeep, Sunnyside, Durban Central, 
Polokwane, Nelspruit, Phokeng and Sea Point. However, at the Booysens Police Station, the inspection team 
found that there was adequate personnel to handle the demands of the 2010 Soccer World Cup. The Mount 
Road Police Station also had a detailed plan of acquiring more staff to assist during the event.

However, during inspections at the SAPS National Head Office, the team established that the SAPS was 
planning to have adequate personnel to handle the safety and security matters of the 2010 Soccer World 
Cup, both from the point of preparations and operations. It was further established that a plan had been put 
in place to recruit 5 000 police officials to handle the country’s border exit/entry points. In addition, during 
the event, there will be 31 000 visible police officials throughout venues and an additional 10 000 Police 
reservists will be made available. However, at the time of the inspections, this information was not shared 
with the senior officials at the respective Police Stations.

(d) Requirement of specific skills to deal with crime during the 2010 Soccer World Cup

The findings show that 20% of the sampled Police Stations, namely Nelspruit and Sea Point did not require 
specific skills to deal with crime during the 2010 Soccer World Cup. Whilst 40% of the sampled Police 
Stations did not indicate any requirements of specific skills, another 40% of the sampled Police Stations 
required specific skills such as crowd management, investigative skills, advanced crime prevention, trauma 
and victim support skills. An event like the Soccer World Cup which is supported globally is likely to attract 
big crowds and advanced skills in crowd management and crime prevention would be important. 

The inspection team that visited the National Head Office found that an inter-departmental training committee 
had been established to look into the training needs of the police personnel. The team further established 
that a curriculum approved by the Safety and Security Sector for Education and Training Authority (SAS 
SETA) will be implemented to address security training needs to handle the 2010 Soccer World Cup. It was 
further established that the training will be made available to members of SAPS as well as the private security 
industry that will be selected to assist during the event. 
 
(e)  Availability of CCTV cameras in and around Police Stations and the 2010 Soccer World Cup 

host cities 

The findings of the inspections show that 30% of the sampled Police Stations, namely, Booysens, Polokwane 
and Phokeng did not have CCTV cameras installed in and around the cities. The findings further show that 
60% of the sampled Police Stations, namely, Park Road, Jeppe, Sunnyside, Durban Central, Nelspruit and Sea 
Point had CCTV cameras in and around the cities. However, most of these cameras belonged to the local 
municipalities and Police Stations were allowed access to footage of crime incidents. The Mount Road Police 
Station was the only one that had put in place a plan to acquire CCTV cameras and have them installed in 
and around the city. CCTV cameras would be valuable facilities that could provide necessary information to 
the police.  

During the inspections at the SAPS National Head Office, the team found that the JOINTS had planned to 
establish a National Joint Operation Centre (NATJOC) shortly before the 2010 Soccer World Cup event. 
The NATJOC will be mirrored by the creation of the Provincial Joint Operation Centers (PROVJOC) in 
each province where FIFA World Cup matches will be played. It was further found that at a host stadium 
level, a 24 hours Venue Operational Centers (VOC) will also be established as on-site command and control 
structure. In essence, the NATJOC and PROVJOC will also operate on a 24 hour basis as safety and security 
management and intelligence dissemination centers, and they will preside over the stadium’s VOCs.
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The inspection team also learnt that mobile command centres in the form of fully functional mobile Police 
Stations will be assembled outside the stadiums to deal with criminal behaviour immediately. In cases where 
criminals require detention, they will be transported through readily available vehicles to the sampled Police 
Stations for trial. 

(f)  Availability and adequacy of vehicles in good working condition for the Police Stations to handle 
the demand of the 2010 Soccer World Cup

The findings of the service delivery inspections show that 90% of the designated Police Stations visited, 
namely, Mount Road, Park Road, Booysens, Jeppe, Sunnyside, Nelspruit, Phokeng and Sea Point did not have 
adequate vehicles in good working condition to handle the demands of the 2010 Soccer World Cup. It was 
only in the Durban Central Police Station where the inspection team observed that the Police Station had 
adequate vehicles to support the 2010 Soccer World Cup. 

The inspection team that visited National Head Office found that specific kinds of vehicles have been purchased 
for the 2010 Soccer World Cup and these include high speed vehicles, highway patrol cars and luxury buses. 
The findings suggest that Police Stations were not briefed about the vehicles that were procured to handle 
the demands of the 2010 Soccer World Cup.

(g) Availability of a budget within Police Stations for the preparation of the 2010 Soccer World Cup

The inspection teams found that all sampled Police Stations did not have a budget to specifically enable them 
to prepare for the 2010 Soccer World Cup. However, it was established that the Head Office had a budget 
for this particular purpose.

For the 2008/09 financial year, SAPS was allocated R665m for training and equipment, and for the 2009/10 
financial year, a budget of R640m has been allocated for staffing purposes. An allocation of adequate resources 
indicates SAPS’ commitment to contributing towards a successful 2010 Soccer World Cup.

(h)   Availability of interpreters within Police Stations to accommodate non-South African speaking 
languages

The inspection teams found that 50% of the sampled Police Stations, namely Booysens, Jeppe, Sunnyside, 
Durban Central and Sea Point did not have interpreters in place to accommodate non-South African language 
speakers during the 2010 Soccer World Cup. The Nelspruit Police Station was the only Police Station 
that had a device for language interpretation purposes, whilst 40% of the sampled Police Stations, namely 
Mount Road, Park Road, Polokwane and Phokeng had plans in place to acquire interpreters to assist with 
language translation during the event. The plans include the use of students from universities, volunteers 
from academia and magistrate court interpreters. 

However, during the inspections at the National Head Office, the team found that there was an existing 
policy on the translation of foreign languages. The policy will apply during 2010 to engage with foreign 
nationals. The team further noted that all countries whose teams will be participating in the tournament, will 
send 15 police officials from their respective countries. These officials will be roving with their teams as per 
the tournament itinerary and it is hoped that they will also assist in law enforcement and language translation. 
The officials will be registered with the sampled Police Stations at the respective host cities. This will enable 
Police Stations to contact them with ease should the need arise.
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(i)  Police Stations’ strategies to communicate safety and security tips to citizens and visitors 
during the 2010 Soccer World Cup

The findings of the inspections show that 50% of the sampled Police Stations namely, Booysens, Jeppe, 
Sunnyside, Durban Central and Sea Point did not have plans in place to communicate security tips to citizens 
and visitors during the 2010 Soccer World Cup. Fifty percent (50%) of the sampled Police Stations, namely, 
Mount Road, Park Road, Polokwane, Nelspruit and Phokeng had plans in place to communicate safety and 
security tips to citizens and visitors during the event. These plans included the use of pamphlets, radio 
stations, bulk short messages services facilities and sector policing.

The inspection team that visited the National Head Office found that a communication plan had been put 
in place for 2010. The plan will also cover communication of safety tips to citizens and visitors. It will be 
important to raise awareness of the visitors about the potential risk areas and certain targeted crimes. It 
is also critical that both citizens and visitors are informed about the safety tips in the respective host cities.

(j) Involvement of Police Stations in previous major events

The findings of the inspections show that all sampled Police Stations visited had previously been involved in 
major events in their cities. These included local and international events such as local soccer derbies, Rugby 
Tri-nations matches, Cricket World Cup and President Mandela’s 46664 concert.

At the National Head Office, the inspection team found that some officials had been sent to observe the 
German Soccer World Cup in 2006 and the Chinese Olympic Games in 2008 in order to learn and acquire 
the required skills to handle the 2010 Soccer World Cup. It was further established that the lessons learnt by 
officials during such events would be helpful in the SAPS efforts to contribute towards the successful hosting 
of the 2010 Soccer World Cup. Lessons learnt from these events were:

•  Debriefing reports are important, because they inform SAPS on the successes and challenges of the 
events.

• Training is essential to ensure that staff is well equipped and are able to execute their duties effectively.
• Availability of equipment is essential to enable staff to work properly.

It was further established that almost all participating stadiums will have an opportunity to test for their 
safety and security during the 2009 Confederation Cup games which are considered to be the dry run for 
FIFA 2010 Soccer World Cup.

(k)  Police Stations’ targeted types of crime which are considered a threat in their areas, especially 
during the 2010 Soccer World Cup

The findings show that 100% of the sampled Police Stations visited had targeted types of crime which were 
considered a threat in their areas especially during the 2010 Soccer World Cup. These included car hijacking, 
robbery, house breaking, hooliganism and public drinking.

(l) Challenges facing Police Stations around the preparations for the 2010 Soccer World Cup

The inspection team that visited the Mount Road Police Station found that there were no challenges around 
preparations for the 2010 Soccer World Cup. However, 90% of the sampled Police Stations visited, namely, 
Park Road, Booysens, Jeppe, Sunnyside, Durban Central, Polokwane, Nelspruit, Phokeng and Sea Point had 
specific challenges around the preparations of the 2010 Soccer World Cup which include: 
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• Unavailability of adequate vehicles to attend to crime scenes.
• Influx of tourists that will require more personnel.
• Lack of proper training of personnel.
• Budgetary constraints.

During inspections at the National Head Office, the team learnt that the following were the challenges being 
experienced by the SAPS with regard to the preparations of the 2010 Soccer World Cup.

•  Control measures at the border gates of the country. To this effect, the team established that the SAPS 
had made contact with Interpol and the South African Regional Police Organising Committee (SARPOC) 
to deal with security matters at border gates.

•  Hooliganism was found to be one of the challenges facing the 2010 Soccer World Cup. The inspection 
team further found that the SAPS had established a database of previous offenders who were classified 
under hooliganism. SAPS will be vigilant and ensure that such offenders are denied access into the 
country during the period of the tournament. However, SAPS was aware that despite the measures put 
in place, it might still be confronted with other forms of hooliganism.

•  At the time of the inspections, it was found that translation of the 2010 strategic document into an 
operational plan, particularly the implementation of the plan at Provincial and local level was still a 
challenge.

•  The team observed that the deployment of SAPS staff on the ground to fortify visible policing during the 
tournament was a challenge.

•  At the time of the inspections, information relating to the location of the Fan Parks and Public Viewing 
Areas was not available. In this regard, it was observed that the SAPS was not able to plan for the Fan 
Parks and Public Viewing Areas whose location had not been finalised.

•  The inspection teams also found that normal police operations, particularly in the host cities, might be 
affected during the period of the tournament, since the focus will be on the tournament. However, this 
challenge was being factored during the planning process.

2.3  UNANNOUNCED INSPECTIONS

The key findings on the unannounced inspections focused on the Police Stations’ compliance with and 
implementation of the Batho Pele principles. The focus of the inspections was on the following: observing 
facilities, access to information, observing staff, talking to both staff and to citizens and general observations. 

(a) Observing facilities

In assessing the facilities, the following criteria were used: signage as well as display of business hours, list 
of services rendered and prior requirement before accessing the services. The inspection teams observed 
that 86% of the Police Stations visited had acceptable outside signage. However, at 36% of the Police stations 
visited, there was no display of business hours, list of services rendered, prior requirement before accessing 
the services or the cost thereof. In most of these Police Stations officials indicated that citizens were aware 
of what services were rendered and that they provide a 24 hour service.

(b) Observing access to information 

The Batho Pele principle of access to information requires information to be readily available to citizens in 
order to empower them and address their needs. During the inspection, the inspection teams found that only 
54% of the Police Stations visited had service charters displayed. However, in all Police Stations in the Eastern 
Cape and KwaZulu-Natal , these were found to be written only in English. The display of service charters 
provides customers with information on the level of service they can expect and promotes engagement for 
improved service delivery.
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In order to elicit feedback from citizens on the services they receive, Departments are also expected to have 
complaint boxes or suggestion boxes. The inspection teams noted that in 50% of the Police Stations visited 
suggestion boxes or complaint boxes were displayed.  Suggestion boxes and complaint boxes are important 
in engendering a participatory approach in service delivery and encourage openness and transparency on 
the part of SAPS. This is in line with the Batho Pele principle of Consultation. It was, however, noticed that 
some Police Stations did not have complaint procedure to be followed by citizens when lodging a complaint. 

(c) Observing staff

To promote accountability, openness and transparency, staff should always wear their name tags whilst at 
work. Wearing name tags or badges fosters a spirit of transparency, openness, accountability and accessibility. 
It further enables citizens to know with whom to follow up on cases, should a need arise. The inspection 
teams observed that in 90% of the Police Stations visited front line staff was wearing name tags. It was 
established that in 10% of the Police Stations visited, front line staff did not wear name tags because they 
were still waiting for orders from the provincial Head Offices. In most Police Stations back office staff was 
found not to be wearing name tags. It was indicated that back office staff do not interact with members of 
the public, thus making it unnecessary for them to wear name tags.

An encouraging positive finding was that in all Police Stations visited, the staff members appeared polite, 
friendly, knowledgeable and professional in their conduct.

(d) Talking to staff

The morale of personnel plays an important role in effective service delivery.  To ensure that the morale 
of personnel is high and conducive for quality service delivery, personnel concerns should be listened to by 
those officials in management positions and effective measures should be taken to address them.  Equally 
important are inputs from staff to bring about innovation and improved service delivery. 

The finding show that in 22% of the Police Stations visited, staff was generally happy with the working 
conditions, and seemed to interact well with each other. However, in the rest of the Police Stations (78%) a 
number of concerns were raised such as budgetary constraints which contributed to delays in the procuring 
of critical equipment, shortage of personnel and unavailability of computers at the counters.

(e) Talking to citizens

Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in any effort meant to improve 
service delivery. In 40% of the Police Stations visited, service users expressed happiness at the prompt 
service received from the South African Police Service. It was further established that they were treated 
courteously. However, in 60% of the Police Stations visited, it was found that citizens were not happy mainly 
with the waiting period before they were assisted and the distance travelled to access services which was 
long and tedious. 

(f) General Observations

In general, it was observed that 59% of the Police Stations visited had access to drinking water for the public, 
however, in some Police Stations there were no proper facilities as the water was meant for watering the 
garden. In addition, air conditioning facilities were found to be in place in most Police Stations, although they 
were not in good working condition.
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3.1  INTRODUCTION

This chapter presents the findings of the inspections conducted in the South African Police Service (SAPS) 
in the Eastern Cape Province. The findings are presented according to the type of inspections conducted, 
namely, announced and unannounced inspections. This chapter also provides recommendations based on the 
findings obtained during the visits at selected Police Stations in the Province. 

3.2   SITES VISITED

In the Eastern Cape, the inspections were conducted on the 29th August 2008 and three Police Stations were 
inspected. The table below indicates the names and dates of the sites inspected. 

Table 6:  Eastern Cape Sites
Inspection sites Date Announced/Unannounced

Mount Road Police Station
29 August 2008 Announced
29 August 2008 Unannounced

Humewood Police Station 29 August 2008 Unannounced
New Brighton Police Station 29 August 2008 Unannounced

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

3.2.1 Announced Inspections

The findings on the announced inspections are presented according to the key issues contained in the 
announced checklist, in relation to the readiness of the Mount Road Police Station to support the 2010 
Soccer World Cup.

The following were the key findings:

3.2.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

Officials at the Mount Road Police station were aware of the SAPS Integrated Strategy for the 2010 Soccer 
World Cup and in this regard, the inspection team was informed that some strides had been made to realise 
the country’s objective of hosting a successful Soccer World Cup event. 

The Mount Road Police Station was identified as a coordinating/cluster centre which includes the following 
Police Stations/Community Service Centres (CSCs):

• Humewood Police Station.
• Walmer Police Station.
• New Brighton Police Station.

At the time of the inspections, it was reported that cluster meetings were co-ordinated at the Mount Road 
Police Station. These meetings dealt with issues such as sharing of information, identifying and discussing 
challenges faced by the Police Stations as well as addressing specific identified problems.

A Crime Prevention Strategy document containing seven (7) focal areas was made available to the inspection 
team as a reference document. It was reported that this was an initiative of the Province which started in 
2006.
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In terms of the Strategy, crime prevention is not only inward looking (PE area only), however, it focuses on 
the new Port Elizabeth stadium, Public Viewing Areas, Fan Parks (Kings Beach), areas designated for indoor 
games such as New Brighton, Motherwell and others soon to be identified, and Tourist Attraction Areas. 
The strategy also focuses on other Eastern Cape cities including Mthatha and East London, where there will 
be 2010 Soccer World Cup training sessions and accommodation for the participating teams.

The inspection team established that the Mount Road Police Station Commissioner and a dedicated Deputy 
Station Commissioner for 2010 Soccer World Cup were members of the Eastern Cape Provincial Co-
ordinating Committee (ECPCC) chaired by the Head of the Provincial Department for Sport, Recreation, 
Arts and Culture. This was said to be the most important organising and management structure in the 
Province for 2010 Soccer World Cup. It is in this structure where strategies and detailed action plans were 
deliberated and decided upon for implementation.

3.2.1.2 There is dedicated division/staff responsible for 2010 preparations at the Police Station

The Station Commissioner of the Mount Road Police Station was assigned full responsibility for the 2010 
Soccer World Cup preparations. It was reported that a Deputy Station Commissioner was also responsible 
for driving the 2010 Soccer World Cup project. The Deputy Station Commissioner is supported by a team/
unit. The support team/unit focuses on matters such as policing the city, stadium, Fan Parks, Public Viewing 
Areas as well as general communication. It was reported that funding for all these activities was centralised 
at the National Head Office and that Mount Road Police Station was required to submit its needs via the 
Provincial Commissioner’s Office for consideration by the National Head Office. 

3.2.1.3 There is a plan to acquire personnel at the Police Station to handle the 2010 Soccer World Cup

The Police Station has put a plan in place to acquire personnel to handle the 2010 Soccer World Cup. As 
part of the plan, efforts would be made to ensure that police officials in the other towns of Eastern Cape 
that will not be hosting the 2010 tournament will be deployed to Port Elizabeth during this period, however, 
this is yet to be concretised. 

3.2.1.4 Training to address specific skills to deal with crime during the 2010 has taken place

In the Crime Prevention Strategy document, matters dealing with specific skills to handle crime during the 
2010 Soccer World Cup were identified. It was reported that training on most of the skills required was 
conducted. This included training on the following:

• Operational Commander’s Training.
• Crowd Management Skills.
• Customer Care.
• Victim Support.
• CASS (IT Skills).
• Crime Prevention level 1. 

3.2.1.5 There is a plan to provide CCTV cameras in and around the city

At the time of the inspection, plans were in place to provide CCTV cameras in and around the city during the 
2010 event. The installation of CCTV cameras was also the responsibility of Nelson Mandela Metropolitan 
Municipality. In this regard, the SAPS had requested the Municipality to ensure that CCTV Cameras are 
installed in strategic areas including hospitals, shopping complexes and prioritised crime areas.
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3.2.1.6 There are no vehicles at the Police Station to handle demands of the 2010 Soccer World Cup

The Police Station has taken into account the need to procure new and more vehicles to handle the demands 
of the 2010 Soccer World Cup in its budgeting process. It was reported that in order to be well prepared for 
patrolling and law enforcement duties during the event, the Police Station would require plus/minus 60 new 
vehicles. The Station Commissioner was hopeful that this equipment would be availed in the 2010 budget.

3.2.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

It was reported that funding was centralised at the National Head Office and the Mount Road Police Station 
was required to submit its budgetary needs to the Provincial Commissioner’s Office for consideration by 
the National Head Office. The inspection team viewed it as necessary for the Police Station to have its own 
budget even if such resources are centrally managed.

3.2.1.8  A plan has been put in place to avail interpreters to accommodate non-South African speaking 
languages 

It was reported that the availability of interpreters was a matter not affecting the SAPS only. As a result, 
it is on the agenda of the Provincial Co-ordinating Committee led by the Eastern Cape Department of 
Sport, Recreation, Arts and Culture. The lead Department and Departments of Justice and Constitutional 
Development, Education, Home Affairs, Tourism, SAPS, Nelson Mandela Metropolitan were working 
collaborately on the matter. Some of the initiatives in this regard include producing language guides as well as 
conducting research about the most prominent languages.

It was also noted that plans were in place for the deployment of police officers from other countries whose 
national teams will be participating during the 2010 Soccer World Cup tournament. These police officers 
would be allowed to patrol in their uniforms in South Africa during the event in order to jointly deal with 
matters of policing and assist in language translation during the event. The team was assured that this was 
one of the matters receiving attention at the Provincial Co-ordinating Committee meetings.

3.2.1.9  A plan has been put in place to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

It was reported that at the Provincial Co-ordinating Committee, Tourism South Africa had been tasked to 
put in place a strategy to communicate with citizens and visitors during the 2010 Soccer World Cup. It was 
further reported that the Committee was currently awaiting a report from Tourism South Africa in this 
regard. However, SAPS indicated that fliers would be distributed in an attempt to warn and caution citizens 
and visitors about crime hot spots.

3.2.1.10 The Police Station has supported previous major events in the Province

The Police Station has been involved in all major events in Port Elizabeth. These events included National 
Soccer Derbies, International Soccer Events, National and International Cricket as well as Music Festivals. 
Although these events took place at the Eastern Province Rugby Union (EPRU) stadium which is closely 
located to Humewood Police Station, these were events of joint operation by the cluster Police Stations 
and the Nelson Mandela Metropolitan Municipality. Success in these events was attributed to well-behaved 
spectators and proper planning by SAPS and the Nelson Mandela Metropolitan Municipality.

It was mentioned that with regard to the 2010 Soccer World Cup, SAPS would put in place a close monitoring 
and management structure in both inside and outside parameters of the stadium. The Nelson Mandela 
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Metropolitan Municipality will be providing services of stewards and volunteers to assist during the 2010 
Soccer World Cup. SAPS will also be commanding and controlling zoned areas within and outside the stadium.

3.2.1.11  There are specific targeted types of crime which are considered as threats, especially during the 
2010 Soccer World Cup

SAPS officials have identified the following crimes as potential threats for the 2010 Soccer World Cup:

• Copper-metal theft.
• Robberies, such as vehicle theft and housebreaking.
• Violent crime.

3.2.1.12 There are no challenges around the preparations for the 2010 Soccer World Cup

It was reported that preparations were being well managed and that progress was regularly discussed within 
the Eastern Cape Provincial Co-ordinating Committee (ECPCC).

3.2.1.13 General comments

The SAPS members noted with appreciation the questions raised by the inspection team and felt that the 
inspections raised issues which had not been factored in at the ECPCC. It was also mentioned that as part 
of the SAPS strategy, satellite Police Stations had been established at some of the big shopping malls such as 
Pier 14 and Green Acres, and were being manned by sector managers. The visibility of police in this regard 
has played a big role in crime prevention.

3.2.2 Unannounced Inspections

Unannounced inspections were conducted at the Mount Road, Humewood, and New Brighton Police Stations. 
The main aim of the unannounced inspections was to determine the compliance levels of Police Stations with 
the implementation of the Batho Pele framework. The inspections were guided by a PSC-developed checklist 
which contains the Batho Pele principles. 

The inspection team observed that the Mount Road and Humewood Police Stations were located in the 
Central Business District (CBD), whilst New Brighton Police Station was located in a predominately black 
township. In terms of infrastructure, it was found that the Mount Road and Humewood Police Stations were 
well resourced, whilst the New Brighton Police Station was not adequately resourced. It was also reported 
that the existing New Brighton Police Station structure was due to be demolished and that a new building 
was to be constructed. 

The following were the key findings:

3.2.2.1 Observing facilities

Citizens should have equal access to the services to which they are entitled.  One measure of ensuring access 
is to adapt and improve the physical conditions of service delivery sites for easier accessibility. In all the three 
Police Stations visited, both inside and outside signages were reflected. With the exception of New Brighton 
Police Station, the buildings were in good condition and highly secured with either brick or concrete slab 
walls. Ramps for people with disabilities were inadequate in all three Police Stations visited. 

Furthermore, signboards on the main roads to the Police Stations were inadequate. It was reported that 
roads signs were the responsibility of the Municipal Roads and Transport Department. 
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3.2.2.2  Access to information

The Batho Pele principles of Access and Information require information to be readily available to customers 
to empower them and address their needs. It was found that these Police Stations complied with most 
requirements in this regard. However, it was observed that service charters/standards were written in 
English only. In terms of the Eastern Cape Provincial Administration, there are three recognized official 
languages. These are English, IsiXhosa and Afrikaans. It was hoped that efforts would have been made to 
ensure that service charters are also displayed in both IsiXhosa and Afrikaans to accommodate the IsiXhosa 
and Afrikaans speaking citizens. 

3.2.2.3 Observing staff
 
To promote accountability, openness and transparency, staff should always wear their name tags whilst at 
work. Wearing of name tags further enables citizens to easily follow up on cases with respective officials, 
should a need arise.  The inspection team observed that most staff members were wearing their name tags.  
This was, however, not the case with back office staff. It was indicated that these back office staff do not 
interact with members of the public. 

It was encouraging to note that at all service points visited, staff appeared friendly, professional and 
knowledgeable.

3.2.2.4 Talking to citizens

Citizens as consumers of the services provided by the departments are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in improving service delivery. At 
the time of the visits to the service delivery sites, there were no service users waiting to be attended to. As 
a result, the inspection team could not interact with members of the public.  

3.2.2.5 General observation

All three Police Stations visited were found to have adequate resources like air conditioning, heating system, 
toilet and parking facilities. However, at the New Brighton Police Station, there was no access to drinking 
water by members of the public visiting the station. 

3.3  RECOMMENDATIONS

3.3.1 Announced Inspections

It is recommended that:

•  The National Head Office share the SAPS 2010 Soccer World Cup Integrated Strategy with the Mount 
Road Police Station. This will assist in creating synergy between the SAPS 2010 Soccer World Cup 
Integrated Strategy and the Eastern Cape Crime Prevention Strategy.

•  The National Head Office must allocate a budget for the Mount Road Police Station to enable it to 
acquire the necessary resources in order to effectively support the 2010 Soccer World Cup.
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3.3.2 Unannounced Inspections

It is recommended that:

•  Improvement or renovations be undertaken at New Brighton Police Station to enable it to comply with 
service delivery requirements. These include the provision of ramps for the physically disabled and 
provision of access to drinking water by members of the public.

•  Service charters be also written in IsiXhosa and Afrikaans to accommodate and benefit members of the 
public who do not understand English. These should also be displayed visibly at the service delivery sites.

•  All Police Stations should liaise with the Nelson Mandela Metropolitan Municipality to facilitate the 
erection of sign boards that will provide direction to the Police Stations.
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4.1  INTRODUCTION

The chapter presents the findings of the inspections conducted in the South African Police Service (SAPS) in 
the Free State Province. The findings are presented according to the type of inspections conducted, namely, 
announced and unannounced inspections. This chapter also provides recommendations based on the findings 
obtained during the visits at the SAPS Provincial Head Office and selected Police Stations in the Province.

4.2   SITES VISITED 

In the Free State, the inspections were conducted between the 11th and 28th August 2008. The table below 
indicates the names and dates of the sites inspected. 

Table 7:  Free State Sites
Inspections sites Date Announced/Unannounced
SAPS Provincial Commissioner’s 
Office

11 August 2008 Announced

Park Road Police Station 27 August 2008 Announced
Botshabelo Police Station 28 August 2008 Unannounced
Kagisanong Police Station 28 August 2008 Unannounced

4.3   KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

4.3.1 Announced Inspections

The findings on the announced inspections are presented according to the key issues contained in the PSC-
developed checklist in relation to the readiness of the Park Road Police Station to support the 2010 Soccer 
World Cup.

The inspection team met with the SAPS Acting Provincial Commissioner: T A Mashego and later met with 
the following SAPS officials at the Park Road Police Station:

• Acting Station Commissioner: M Mohloare
• Superintendent: KG Ntlati
• Captain: W Higgs
• Superintendent: PW Dennis

The following were the key findings:

4.3.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

Officials were aware of the 2010 Soccer World Cup Integrated Strategy of SAPS, however, it was indicated 
that they had not seen the operational plan thereof. They informed the inspection team that an information 
session was held a few months earlier on security arrangements for 2010 in the Province.

4.3.1.2 There is a dedicated division/staff responsible for 2010 preparations in the Police Station

Dedicated staff members responsible for 2010 Soccer World Cup preparations at the Park Road Police 
Station are Superintendent Mohloare and Captain Higgs.
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4.3.1.3 There is no adequate personnel for the Police Station to handle the 2010 Soccer World Cup

The inspection team was informed that staff was not adequate to handle the 2010 Soccer World Cup. At the 
time of the inspections, the Police Station’s total employed staff was 395. A total of 61 posts were mentioned 
to be vacant and 51 of those were for the crime prevention section. Officials informed the inspection team 
of a need for additional manpower.

4.3.1.4 There are no CCTV Cameras in and around your Police Station

There are no CCTV cameras at the Police Station, however, it was mentioned that CCTV cameras were 
available in some parts of the city which includes Braam Fischer Building and the Post Office, but they were 
not functional due to lack of maintenance. 

4.3.1.5  There are no adequate vehicles at  the Police Station to handle demands of the 2010 Soccer World 
Cup

The inspection team was informed that there were no adequate vehicles at the Police Station to handle the 
2010 Soccer World Cup. It was mentioned that certain vehicles were earmarked for emergency situations, 
and as a result they could not be used for normal operations. 

4.3.1.6 There is no budget allocated for the 2010 Soccer World Cup at the Police Station

The Police Station does not have a budget allocated for the 2010 Soccer World Cup. Currently they await to 
be informed by the National Head Office about budget allocations for the 2010 Soccer World Cup.

4.3.1.7  A plan has been put in place to have interpreters to accommodate non-South African speaking 
languages 

The Police Station intends to use students from the University of the Free State, volunteers from the academia 
and magistrate’s court interpreters to accommodate non-South African speaking languages.

4.3.1.8  A plan has been put in place to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

Pamphlets, radio stations, bulk short message services (sms) facilities, dedicated courts and sector policing 
will be used to communicate security tips to citizens and visitors during the 2010 Soccer World Cup. 

4.3.1.9 The Police Station has been involved in previous major events

The inspection team was informed that the Police Station has been involved in previous major events which 
include the 1995 Rugby World Cup and 2003 Cricket World Cup. The following were lessons learnt from 
those events:

•  Additional human and material resources are necessary in order to balance normal operations with 
demands of major events.

•  There is a need for effective communication between the decision makers and the implementers. Lack 
thereof has led to gaps in the actual implementation of security plans by the Police Station. Officials 
raised a concern around the country commitments made to FIFA, particularly in view of the lack of 
consideration of circumstances prevailing in Police Stations, when these commitments were made.

•  Efforts of effective and successful policing are hampered by other stakeholders and partner institutions 
that are reluctant to participate fully during major events.
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4.3.1.10  There are specific targeted types of crime considered threats in the area, especially during the 
2010 Soccer World Cup

Specific targeted types of crime during the 2010 Soccer World Cup were street robbery, smash and grab, 
burglaries at guest houses and soccer hooliganism.

4.3.1.11 There are specific challenges around the preparations of the 2010 Soccer World Cup

The following were mentioned as specific challenges around the preparations of the 2010 Soccer World Cup:

• Budgetary constraints.
• Shortage of material and human resources.
• Shortage of patrol vans.
• People living in the streets.
• High trees that obstruct lights and non-functioning of lights.
• Shortage of parking areas.
• Lack of evacuation plan for the Waterfront and Central Park shopping malls.
• Lack of effective mechanism to communicate with major role players.
• Accommodation and transport for fans.
• Security at the proposed Fan Park area (Hoffman Square).

4.3.2 Unannounced Inspections

Unannounced inspections were conducted at the Botshabelo and Kagisanong Police Stations. The main aim 
of the unannounced inspections was to determine the compliance of Police Stations with the service delivery 
requirements of Batho Pele principles. The inspections were guided by a checklist which contained issues 
relating to Batho Pele principles.

4.3.2.1 Observing facilities

Citizens should have equal access to the services to which they are entitled.  One measure of ensuring access 
is to adapt and improve the physical conditions of delivery sites for easier accessibility. In both Police Stations, 
reception areas were not clearly identified, business hours were not reflected, services rendered and prior 
requirements to accessing the services as well as associated costs thereof were also not displayed.  Ramps 
for people with disabilities were available in both Police Stations.  The buildings were found to be clean 
and in good condition in both Police Stations. However, a section of Botshabelo Police Station was under 
construction with the purpose of expanding the Charge Office.

4.3.2.2 Observing access to information 

Batho Pele principles of Access and Information require information to be readily available to customers to 
empower them and address their needs. Lack of access to information was a major problem as it did not 
exist in both Police Stations.

4.3.2.3 Observing staff

Wearing of name tags or badges fosters the spirit of transparency, openness, accountability and accessibility.  
The inspection team found that both the front and back office staff had their name badges on, except in 
Kagisanong Police Station where it was mentioned that back office staff did not wear name badges. Staff 
appeared very friendly and professional and knowledgeable.
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4.3.2.4 Talking to citizens
 
Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in any effort to improve service 
delivery.  Citizens’ waiting period was reasonable in both Police Stations.  Generally the citizens interviewed 
were satisfied with level of service delivery in the Police Stations. However, the distance traveled to access 
services by other citizens, especially at Botshabelo, was long and tedious. In some instances they had to travel 
such a long distance for a minor service like certification of documents. 

4.3.2.5 Talking to staff

The inspection team found that the counter areas did not have any privacy at both Police Stations. Computers 
were available but not adequate. There was also shortage of human and material resources, and this made 
it difficult to provide an improved service to communities. The Batho Pele principles were not implemented 
due to lack of knowledge of the principles by staff members in both Police Stations.

4.3.2.6 General observations

There was no air-conditioning or heating system in both Police Stations. There was access to water for 
the public in both Police Stations.  At Kagisanong Police Station the toilet and kitchen were not clean and 
therefore posed a health hazard to staff members. Facilities for the disabled were not in place at Kagisanong 
Police Station. Parking was sufficient at Botshabelo Police Station and insufficient at Kagisanong Police Station.

4.4   RECOMMENDATIONS

4.4.1 Announced Inspections

It is recommended that:

•  SAPS National Head Office ensures that the operational plan is available, and is discussed with all affected 
Police Stations and stakeholders, for the effective implementation thereof.

•  SAPS National Head Office allocates a budget to the Province to address the current shortage of 
material and human resources in the Police Stations.

•  The current vacant posts be filled. Police Stations should consider recruiting police reservists and 
volunteers.

•  The involvement of Community Police Forums should also be considered in the quest to deal with 
human resource shortfalls, especially volunteers from these structures.

•  The Central University of Technology (CUT) parking area to be used to minimise possible shortage of 
parking areas during the World Cup due to its proximity to the Police Station.

•  The SAPS liaise and consult relevant stakeholders, i.e. Provincial Departments and Local Municipalities 
to strengthen relations so as to ensure effective implementation of the 2010 security strategy.

4.4.2 Unannounced Inspections 

It is recommended that:

• Information/help desks be availed and accessible to the citizens.
• Complaints boxes be made available and visibly displayed at both Police Stations.
• All staff members must wear name badges at both Police Stations. 
• The environment be improved e.g. toilets and kitchen should be kept clean at Kagisanong Police Station.
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•  Buildings should be equipped with air-conditioners for summer and heating systems during winter at 
both Police Stations.

• Enough parking should be provided for members of the public at Kagisanong Police Station.
•  Community police structures should be utilised to provide minor services such as certifying of documents 

and these should be established nearer to citizens.
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5.1  INTRODUCTION

The findings of the inspections conducted in the South African Police Service (SAPS) in Gauteng Province 
are presented in this chapter. Such findings are presented according to the type of inspections conducted, 
namely, announced and unannounced inspections. This chapter also provides recommendations based on the 
findings obtained during the visits at the SAPS Provincial Head Office and selected Police Stations.

5.2   SITES VISITED

In Gauteng, the inspections were conducted between the 10th and 15th September 2008. The table below 
indicates the names and dates of the sites inspected. 

Table 8:  Gauteng Sites
Inspection sites Dates Announced/Unannounced
SAPS Provincial Commissioner’s 
Office

10 September 2008 Announced
15 September 2008 Announced

Booysens Police Station
11 September 2008 Announced
11 September 2008 Unannounced

Jeppe Police Station
09 September 2008 Announced
09 September 2008 Unannounced

Sunnyside Police Station
09 September 2008 Announced
09 September 2008 Unannounced

5.3   KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

5.3.1 Announced Inspections

The findings on the announced inspections are presented according to the key issues contained in the announced 
checklist in relation to the readiness of the Booysens, Jeppe and Sunnyside Police Stations to support the 2010 
Soccer World Cup. The Office of the Provincial Police Commissioner was also visited to solicit information in 
relation to the readiness of these Police Stations to support the 2010 Soccer World Cup.

At the SAPS Provincial Office, the inspection team was informed that a Provincial Joint Operation Centre 
(ProvJOC) had been established to plan the 2010 Soccer World Cup security matters in the Province. 
The ProvJOC was supported by a committee that provides monthly progress reports to the Provincial 
Commissioner.  The ProvJOC intends to link up with other Government Departments including the Public 
Service Commission to assist with the preparations for the 2010 Soccer World Cup.  The ProvJOC includes 
various teams dealing with key aspects such as the following:

• Disaster Management.
• Emergency Management Services.
• Operational Support (to be provided by the SANDF).
• Criminal Investigations.
• Visible Policing. 
• Crime Prevention.
• Security at Ports of entry including routes; Stadiums; and Fan parks, hotels and tourist attractions.
• Police Intelligence.
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It was further mentioned that Venue Operation Centres (VOCs) will be established at all stadiums and FIFA 
Fan Parks will be linked directly to the ProvJOC.  The purpose of the VOCs will be to identify and deal with 
offenders directly at the venues.  In this regard, offenders will be dealt with at the VOCs and later transferred 
to the designated Police Stations, should the need arise.

The inspection team was informed that crime prevention during the tournament will, among others, take 
the form of road blocks, vehicle check points, stop and search operations, high visibility patrols at hot-spot 
areas, as well as anti-drug operations. Security will be strengthened not only at the ports of entry which will 
be policed continuously by members from the Protection and Security Services (PSS) Division, but also along 
the routes and places where people will be accommodated. While the Province is also planning to deal with 
the consumption of liquor in public places and prostitution, it was not clear whether the law regulating these 
offences will be relaxed or not, during event.  The SAPS still awaits clarification from the government on the 
level of tolerance regarding these two issues.

It was mentioned that the number of personnel that will be required for the safety and security operations 
during the 2010 Soccer World Cup has been determined by the National Head Office. However, the projected 
figures might change depending on the circumstances.  The allocation of police personnel will be based on the 
priority demands of the designated Police Station’s operational plan. These demands will be identified by the 
ProvJOC. It was also indicated that the SAPS will also make use of reservists and patrol groups.

The inspection team was informed that the SAPS Provincial Office is also developing a Crime Information 
Management Centre (CIMC) which will be responsible for the gathering, analysing and dissemination of 
information during 2010 Soccer World Cup.  This is SAPS operational structure and therefore, will not include 
other stakeholders like government Departments. However, in relation to road safety, the inspection team 
was informed that SAPS has established a working relationship with the Metropolitan Police Departments of 
the cities of Johannesburg and Tshwane respectively to manage road safety.  In this regard, there will be lanes 
along various routes that will specifically be demarcated for VVIPs and participating teams during the event.  

All routes from various ports of entry (airports, train stations and bus/taxi terminals) will have “safe havens”.  
“Safe havens” are dedicated lanes to ensure safety along the routes.  These will be manned by police officers 
and each lane will have an armoured vehicle to ensure maximum security for the visitors and citizens alike.  
Any person who feels that they are being followed or their safety/security is threatened may drive directly 
into the safe haven lane and report their matter accordingly.

The following were the key findings:

5.3.1.1 Police Stations varied in their awareness of the SAPS 2010 Soccer World Cup Integrated Strategy 

The Booysens Police Station was not aware of the SAPS 2010 Soccer World Cup Integrated Strategy. The 
inadequate involvement of Booysens Police Station is a worrying factor, considering that this Police Station 
is responsible for policing Nasrec, an area in which the FNB Stadium is located. The FNB Stadium will host 
both the opening and closing ceremonies of the 2010 Soccer World Cup.  Therefore, it was hoped that the 
Booysens Police Station would have been involved in all processes of planning for the 2010 Soccer World 
Cup.

Despite the inadequate involvement of Booysens Police Station in the preparations for the 2010 Soccer 
World Cup, the Police Station has developed its own plan informed by experience of handling previous major 
events like the Rand Easter Show. While the Police Station was aware that plans should be in accordance with 
directives from the Provincial Office, this Police Station has adapted the Rand Easter Show policing strategy 
for purposes of the 2010 Soccer World Cup preparations. 
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At Sunnyside Police Station, officials were aware of the SAPS 2010 Soccer World Cup Integrated Strategy. 
However, they indicated that the operational plan has been drawn up at provincial level and that the plan 
will, apparently be tested during the 2009 Confederation Cup. The statement from Sunnyside contradicts 
that of the Provincial Head Office, in terms of which all Police Stations were expected to draw up their own 
operational plans.

Officials at the Jeppe Police Station were also aware of the 2010 Soccer World Cup Integrated Strategy of 
SAPS. However, they indicated that they were currently focusing on preparations for the Confederation Cup.  
These preparations will culminate in the 2010 Soccer World Cup preparations and will also be used beyond 
2010. 

5.3.1.2  The Police Stations varied in the availability of dedicated division/staff responsible for 2010 
preparations at the Police Stations

The Sunnyside and Jeppe Police Stations have dedicated staff to handle the preparations of the 2010 Soccer 
World Cup, whilst the Booysens Police Station did not have staff for this purpose. However, at Jeppe Police 
Station, there is only one person tasked with this function, he is the Subsection Commander for Crime 
Prevention and he is assisted by the Commander for Visible Policing and the Station Commissioner.

5.3.1.3  Police Stations varied in the availability of personnel to handle the demands of the 2010 Soccer 
World Cup 

At the Booysens Police Station, officials informed the inspection team that there was enough personnel to 
handle the 2010 Soccer World Cup. However, the Sunnyside and Jeppe Police Stations did not share the same 
sentiments. The Jeppe Police Station was in the process of training new police personnel and has advertised 
vacant posts in order to attract more personnel. Despite this initiative, officials at Jeppe Police Station 
were of the view that the projected number of police personnel may not be adequate and the Provincial 
Commissioner might need to provide additional personnel during the event.

5.3.1.4 Police Stations varied in the availability of CCTV cameras in and around their stations

Only Booysens Police Station did not have CCTV cameras. The CCTV cameras at Sunnyside and Jeppe 
Police Stations were found to be functioning effectively, however, Jeppe Police Station is planning to link these 
CCTV cameras with the cameras of the city of Johannesburg and the Coca Cola Park in order to enhance the 
effectiveness thereof.  Sunnyside Police Station was planning to extend the coverage of their existing cameras 
so that they are able to cover a wider catchment area, including the Arcadia area. 

5.3.1.5 There are no vehicles at the Police Stations to handle demands of the 2010 Soccer World Cup

All police stations visited indicated that they do not have adequate number of vehicles for the 2010 Soccer 
World Cup. The Jeppe Police Station further indicated that out of the 75 vehicles that they have, 29 need to 
be replaced as they have reached the 100 000km on their speedo meters.

5.3.1.6  There is no budget available at the Police Stations for the preparations of the 2010 Soccer World 
Cup 

The SAPS budget for the 2010 Soccer World Cup preparations is currently centralised at the National Head 
Office which is responsible for the procurement of equipment that will be used during the Soccer World 
Cup. As a result, Police Stations do not have allocated budget for the 2010 Soccer World Cup preparations.
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5.3.1.7 Police Stations do not have interpreters to accommodate non-South African speaking languages

All three Police Stations do not have interpreters to accommodate people who do not speak any of the South 
African languages. However, the Provincial Office was of the view that the National Head Office will provide 
officials or members of the reservists who speak foreign languages to assist in this regard.

5.3.1.8  Police Stations varied in their requirements for additional training to address specific skills to deal 
with crime during the 2010 Soccer World Cup

The Jeppe Police Station has identified the following additional skill which will be required in order to deal 
with crime during the 2010 Soccer World Cup:

• Operational Commander Training (O.C.T).
• Language (specifically French).
• Detective Learning Programme.
• Statement taking.

It was mentioned that these requirements were being addressed in terms of the skills development programme 
of the SAPS.

5.3.1.9 Police Stations have provided support to previous major events in their areas

All three Police Stations visited have been involved in previous major events.  For example Sunnyside Police 
Station was involved in all international events that were previously held at the Loftus and the Caledonian 
stadiums.  On average, this Police Station handles 10 major events every year.  

The Jeppe Police Station policed 54 major events in 2007 alone. This Police Station has, thus far, already 
policed two major events in accordance with the 2010  Soccer World Cup guidelines.  These are the Orlando 
Pirates versus Kaizer Chiefs foot ball matches, and the South Africa versus Australia Tri-Nations Cup.  

The Booysens Police Station has policed events such as the Rand Easter Show, Africa Day Celebrations, 
Lusito Land Festival and all soccer games at the FNB Stadium. The lessons learnt from these events include:

• Placing marked police vehicles at strategic places.
• Strict control on alcohol at events.
• Using golf carts, quad bikes (for outside parameters) and horses to patrol during events.
•  During the Rand Easter Show and other major events at Nasrec, this Police Station worked together 

with the Johannesburg Metropolitan Police to manage all entrances from highways in order to prevent 
hi-jackings and also to direct people to various areas during the events.

In general, lessons learnt from the three Police Stations in supporting previous major events are that proper 
planning and execution, cooperation, communication and the commitment of all role players is important 
during major events.  

5.3.1.10  There are specific types of crime targeted during the 2010 Soccer World Cup by the Police   
Stations

The specific types of crime that are targeted by all three visited Police Stations during the 2010 Soccer World 
Cup are summarised as follows:
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• Car hi-jacking.
• All forms of robbery.
• House breaking and theft.
• Drugs and dealing in drugs.
• Prostitution.
• Property crime.
• All forms of assaults.
• Crimes committed in the street.
• Rape.
• Murder.

5.3.1.11 There are challenges facing the Police Stations in the preparations for the 2010 Soccer World Cup

The SAPS is yet to decide on policing strategies to be applied at the Fan Parks and hotels where participating 
teams will be staying during the 2010 Soccer World Cup. Officials informed the inspection team that Match, 
a company that is responsible for organising accommodation has not yet informed them about which hotels 
will be used to accommodate teams and spectators. As a result, this makes it difficult to plan ahead. However, 
the SAPS was informed by the South African Tourism Authority that at least 7 500 beds have been made 
available in various accommodations within Gauteng. 

The lack of involvement of the Booysens Police Station in the SAPS planning process was mentioned as a 
challenge for the Police Station. As a result, it has embarked on its own planning process. The Sunnyside 
Police Station was concerned about the usage of the Union Buildings as a Public Viewing Area in view of 
its status as a seat of government.  Officials informed the inspection team that they were negotiating with 
relevant authorities against this initiative and are awaiting clarity on this issue.

Other challenges mentioned were as follows:

• Unavailability of adequate vehicles to attend to crime scenes.
• Influx of tourists that will require more personnel.
• Insufficient CCTV cameras to enhance policing effectiveness and efficiency.
• Lack of proper training of personnel.
• Unavailability of designated personnel for event management.
•  Unavailability of appropriate facilities such as advanced information technology that links up with CCTV 

cameras.

These challenges also apply in respect of the 2009 Confederation Cup. Despite the challenges that have been 
identified as possible hindrances for effective policing during the 2010 Soccer World Cup, the Provincial Head 
Office indicated that it was prepared to do everything possible to ensure the successful hosting of this event.

5.3.2 Unannounced Inspections 

Unannounced inspections were conducted at the Booysens, Jeppe and Sunnyside Police Stations. The main 
aim of the unannounced inspections was to determine the compliance levels of the service delivery sites with 
the implementation of the Batho Pele framework. The inspections were guided by a PSC-developed checklist 
which contains issues relating to the Batho Pele principles.

5.3.2.1 Observing facilities

In assessing the facilities, attention was drawn to the outside and inside signage, reflection of business hours, 
conditions of the buildings, conditions of furniture, availability of ramps for people with disabilities and 
general cleanliness.
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The inspection team observed that outside signage at all sites visited was acceptable. The general conditions 
of the buildings were also acceptable.  All buildings, except for the Sunnyside Police Station (which had ramps 
only at the detective unit’s building), have ramps at the reception areas to enable people with disabilities to 
access the buildings.  Parking was also insufficient at all three Police Stations.  As a result, members of the 
public had to park in the streets when visiting these Police Stations.

None of the Police Stations displayed business hours, list of services rendered, prior requirements before 
accessing the services nor the cost thereof.  The staff at all Police Stations indicated that citizens were aware 
of what services were rendered and that they provide a 24 hour service.

Whilst it was the view of police officers that members of the public would know about the services rendered 
at Police Stations, the reality was that not all were aware that there are certain services that they should pay 
for before accessing them.  These include obtaining of copies of accident reports.  The inspection team was 
also informed that at times members of the public would go to Provincial Head Office to lodge complaints 
that should have actually been reported at Police Station level.  This misunderstanding could be rectified by 
displaying the services rendered at all police Stations.

5.3.2.2 Access to information

The Batho Pele principle of Information requires that information should be readily available to customers to 
empower them and address their needs.  During the inspections, it was found that all three Police Stations 
had staff members at the reception areas, who directed visitors on arrival to appropriate service points 
and assisted clients as and when necessary. The reception desks were stocked with appropriate forms 
and materials.  However, none of the Police Stations displayed service charters. There were no complaints 
register or suggestion boxes in all three Police Stations visited to enable the general public to complain or 
comment about the services they receive.  The complaint procedures were also not displayed.  As a result, 
members of the public would not know what to do should they wish to lodge complaints against the SAPS 
officials.

5.3.2.3 Observing staff

Wearing of name badges fosters the spirit of transparency, openness, accountability and accessibility.  
However, the inspection team noted a general trend at all Police Stations that name tags were only worn 
by staff wearing SAPS uniform. Back office staff did not wear tame tags.  All staff members appeared to be 
friendly, professional, efficient and knowledgeable about their work.

5.3.2.4 Talking to staff

The morale of personnel plays an important role in effective service delivery and staff concerns should 
be listened to and effective measures should be employed to address their concerns.  Equally important 
are inputs from staff to bring about innovations and improve service delivery.  Generally, the staff at all 
institutions knew and understood the principles of Batho Pele.

Staff in all Police Stations was generally satisfied with the working conditions.  The inspection team also noted 
that staff at the Jeppe Police Station was happier because the Station Commissioner in this Police Station 
encourages the spirit of cooperation and team work. The inspection team was informed that the Station 
Commissioner led by example and staff members were free to talk to him anytime about their problems and 
concerns and that he would attend to these.
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5.3.2.5 Talking to citizens

Citizens as consumers of the services provided by the institutions are in a better position to give feedback on 
the state of service delivery. Their views and comments are important in any effort meant to improve service 
delivery.  Most of the citizens that were interviewed were satisfied with the services received at the three 
Police Stations.  However, few had reservations about service delivery, for instance one of the respondents 
at Booysens Police Station, who was a victim of domestic violence, informed the inspection team she had to 
wait close to six months before the police official responded to her complaint.  This was despite repeated 
complaints that the violence was continuing since she lodged her first complaint. 

A member of the public at the Sunnyside Police Station felt that the police officials had not been courteous 
in dealing with her case. She informed the inspection team that she had lodged a complaint with the police 
after someone had publicly displayed a photograph of her in which she posed naked.  According to her, the 
police did not act on this complaint.

Another general concern was related to telephone lines at Police Stations. It was mentioned that they were 
always engaged, which made it difficult for members of the public to access services over the phone.

5.3.2.6 General observations

General observations made by the inspection team were that at all Police Stations visited, there was no 
access to water to members of the public. Toilet facilities were not particularly clean.  Staff at the client 
services centre of the Booysens Police Station even complained that they were sharing toilet facilities with 
members of the public.  These toilets were not cleaned regularly and sometimes they got so messy that they 
could not be used.

The conditions of the holding cells at the Sunnyside and Booysens Police Stations were not suitable for human 
habitation.  At Booysens Police Station, conditions have deteriorated to such an extent that suspects were 
taken to the Johannesburg Central Police Station holding cells. 

5.4  RECOMMENDATIONS

5.4.1 Announced Inspections

Based on the findings of the inspection team on announced inspections it is recommended that:

•  SAPS National and Provincial Head Offices ensure that all designated Police Stations are involved in the 
planning process for the 2010 Soccer World Cup. This will assist in ensuring that they understand their 
role in the bigger picture as early as possible.

•  The National and Provincial Head Office should ensure that by 2010, all designated Police Stations have 
adequate number of personnel, vehicles and other required equipments, which will be used to handle 
the demands of the 2010 Soccer World Cup.  

•  The SAPS should link up with the Department of Justice and Constitutional Development to assist them 
with the services of interpreters.

•  The SAPS must expedite the process of seeking clarity on how to deal with liquor related offences and 
prostitution. In this regard, SAPS will be in a position to inform members of the public well in advance 
about the consequences of engaging in these activities. 

5.4.2 Unannounced Inspections

Based on the findings of the inspection team on unannounced inspections, it is recommended that:
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• All Police Stations should provide ramps to enable people with disabilities to access the buildings.
•  The services rendered, prior requirements to accessing the services and cost thereof, should be visibly 

displayed to ensure transparency.  
•  Complaints registers and/or suggestion boxes should be displayed.  These should be placed where they 

can easily be located by citizens. Police Stations management should also respond to complaints lodged 
and suggestions made.

•  The Police Stations management should ensure that toilets are always kept clean and well maintained.
•  Police Stations should ensure that water coolers at the reception areas are made available for clients to 

access drink water should they need it.
• Batho Pele principles and service charter/standards should be displayed.
•  The Police Stations management should ensure that holding cells are kept tidy and cleaned regularly to 

comply with the provisions of section 7(1) of the Correctional Services Act, 1998 (Act No. 111 of 1998).
•  Police officers should treat clients with courtesy irrespective of who they are or what their status in the 

community is.  They should act on reported cases and if a case cannot, for one reason or the other, be 
investigated, explain the reasons thereof to the complainant in a manner that they would understand.
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6.1  INTRODUCTION

This chapter presents the findings of the inspections conducted in the South African Police Service (SAPS) in 
KwaZulu-Natal Province. The findings are presented according to the type of inspections conducted, namely, 
announced and unannounced inspections. This chapter also provides recommendations based on the findings 
obtained during the visits at the selected Police Stations in the Province.

6.2   SITES VISITED

In KwaZulu-Natal, the inspections were conducted on 08th and 09th September 2008. The table below 
indicates the names and dates of the sites inspected. 

Table 9:  KwaZulu-Natal Sites
Inspections sites Date Announced/Unannounced
Durban Central Police Station 08 September 2008 Announced
Broad Street Police Station 08 September 2008 Unannounced
Umlazi Police Station 08 September 2008 Unannounced
Kwa-Mashu Police Station 09 September 2008 Unannounced
Ntuzuma Police Station 09 September 2008 Unannounced

 
6.3  KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

6.3.1 Announced Inspections

The inspection team met with the Station Commissioner: B Naidoo and Mr. Nankumar. It was mentioned 
that the Durban Central Police Station services the Central Business District (CBD) which is comprised 
of Durban central area, Point Road, Broad Street, Willis Road, Workshop and Berea Road satellite Police 
Stations. The Durban Central Police Station has 620 personnel, of which 138 are administrative support staff.  
The Durban Central area is a densely populated area and this situation is worsened from time to time by 
the influx of tourists and local residents who attend various events. To this effect the current police/public 
person ratio in the area stands at 1 police person to 490 members of the public. 

Officials informed the inspection team that due to current ongoing restructuring within SAPS, the Police 
Station does not as yet have an approved organisation structure. As a result, monitoring of its operations 
suffers due to the fact that human resources are usually directed towards crime prevention. However, 
management has put in place a turnaround strategy at the Police Station. The Station Commissioner took the 
team through interesting statistics which attest that incidents of crime have dropped significantly in the area. 
The statistics also highlighted how the rate of sick and unauthorised leave among personnel has decreased 
as a result of the turnaround strategy implemented by management. To this effect, the Police Station has 
scooped four awards including one from the private sector for best practice.

The following were the findings:

6.3.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

The Station Commissioner was aware of the SAPS strategy, but did not have a copy of the strategy document. 
The Commissioner participates in the ongoing discussions of the Priority Committee that is responsible for 
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planning for the 2010 Soccer World Cup in KZN. He was aware that during the tournament his station 
personnel and all its satellite stations will be responsible for, inter alia, the inner and outer perimeters of 
the stadium where the matches will be played. This was in addition to being in charge of crime prevention 
and combating in the city center in collaboration with the Ethekwini Metro police. In terms of security and 
safety, the Durban Central Police Station was regarded as part of the hub around which this major event 
will take place.  As a result there was ongoing discussion and sharing of ideas and information between the 
management of Durban Central Police Station and the Ethekwini Metro Police’s top management.

In the absence of the SAPS 2010 Soccer World Cup Integrated Strategy, the Station Commissioner could 
not project what the demands of the event will be on his force. Despite this, he remained optimistic and 
confident that with lessons learnt from previous international events that took place in Durban, his staff will 
rise to the occasion.

6.3.1.2 There is no dedicated division responsible for 2010 preparations at the Police Station

The inspection team was informed that there was no dedicated division responsible for 2010 preparations 
at the Police Station. At the time of the inspections, the Station Commissioner was awaiting a list of where 
Fan Parks and Public Viewing Areas would be constructed. The Station Commissioner highlighted that some 
of these delays, for instance, identifying venues for Fan Parks and Public Viewing Areas was because of the 
sensitivities of security issues around them. He also highlighted that international crime syndicates tend to 
take advantage and plan their criminal activities when they are aware of all the details of events of this nature.

6.3.1.3  There is no adequate personnel to handle the 2010 World Cup and previous involvement in major 
events

The Station Commissioner felt that there can never be adequate personnel for events of this magnitude. 
He mentioned that it was difficult to plan ahead and know with a fair amount of accuracy the number of 
personnel that would be satisfactory to maintain security and deal with crime during such an event, since it is 
the first of its kind in South Africa and in Durban. Although he highlighted that lessons would be drawn from 
the Rugby World Cup of 1995, he also mentioned that the Soccer World Cup is a much bigger event that has 
drawn larger crowds throughout the world.

The Commissioner informed the team that training of additional police officials was ongoing in anticipation 
of the event. Student constables that had graduated from the college had been allocated to Police Stations 
around the metropolis with the aim of having them ready and hopefully deployed to deal with safety and 
security situation during the 2010 Soccer World Cup. 

The Durban Central Police Station will remain the Crime Administration System (CAS), as crime at the 
stadium and around the city will have to be registered through it, and for this reason, the Commissioner was 
hopeful that all attempts will be made to ensure adequate personnel at Durban Central Police Station.  

6.3.1.4 There is a need for specific skills to deal with crime during the 2010 Soccer World Cup

The police Commissioner was of the view that it was difficult to state if there would be any specific skills 
required specifically for the 2010 Soccer World Cup. He mentioned that investigative skills during the period 
may be on demand as some cases will require quick and speedy investigation in view of the fact that persons 
involved as either victims or perpetrators of a criminal act may be short term visitors. He highlighted that 
such situations would put pressure on the investigators to gather facts of the cases within a limited time. 
On the one hand he highlighted a challenge in that qualified and experienced investigators within SAPS were 
attracted to the Scorpions unit in the Directorate of Public Prosecutions. As a result investigation skills in 
the police were depleted. 
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6.3.1.5 There are CCTV cameras in the city.

It was mentioned that cameras in the city precinct were doing an excellent job. These do not necessarily 
belong to the police as they are installed by the eThekwini Metro. They cover 90% of the area and others are 
still to be installed. Most of the arrests that have been effected are as a result of the presence of the CCTV 
cameras in strategic positions in the city center. The Station Commissioner mentioned that there was a good 
working relationship and cooperation between the Metro Police and the SAPS in this regard.  

6.3.1.6 There are adequate vehicles to handle the demands of the 2010 Soccer World Cup

The Durban Central Police Station has adequate vehicles. However, the volume of traffic in and around the 
city is on the increase. As a result it makes it difficult to get to crime scenes speedily. To obviate this problem 
the station has acquired motor bikes that weave easily through the traffic to get to the crime scenes quicker. 
The Police Station has a plan to deploy 40 horses for mounted police personnel. With all this in place the 
Commissioner was confident that only unforeseen incidents of crime will be a challenge.  

6.3.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

There was no budget allocation for preparation of the 2010 Soccer World Cup. The Police Station is 
dependent on its operational budget of not more than R1m per year. This made it difficult to plan ahead. The 
Commissioner mentioned that it was embarrassing to compare the Durban Central Police Station budget 
with that of the Metro Police budget which is much bigger than the Police Station’s. 

6.3.1.8 Specific challenges around the preparations of the 2010 Soccer World Cup

Challenges around the 2010 Soccer World Cup preparations were as follows:

•  Lack of interpreters, particularly in situations where non-English speaking visitors happen to engage with 
SAPS officials or are arrested. However, in court, arrangements are in place for such eventualities.

• Community members who are homeless posed a grave public relations risk.
•  Drug peddling and sex work was likely to be on the increase. It was mentioned that signs were everywhere 

that the former has already taken the city by storm, however, police were dealing with it without getting 
daunted. Often sex work and drug peddling tend to go hand in glove. In this regard, tourist education to 
desist from and avoid these crimes is needed at the time leading to the World Cup. 

The Commissioner further mentioned that strategies were in place to deal with prevalence of certain types of 
crime in identified areas. However, these will need to be intensified closer to the time. He further mentioned 
that it would have been preferred to have a special force to deal with the event while the police focus all their 
attention towards dealing with and combating crime. To expect the police to perform the two tasks at the 
same time depletes an already overstretched police force.

6.3.2 Unannounced Inspections 

Unannounced inspections were conducted at Broad Street, Umlazi, Kwa-Mashu and Ntuzuma Police Stations. 
Ntuzuma Police Station is responsible for the Inanda, Newlands East, Greenwood Park, Sydenham and Kwa-
Mashu satellite Police Stations. 

The main aim of the unannounced inspections was to determine compliance of Police Stations with the 
service delivery requirements of Batho Pele principles. The inspection was guided by the PSC developed 
checklist which contained issues relating to the Batho Pele principles.
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The findings of unannounced inspections are presented as follows:

6.3.2.1 Observing facilities

Citizens should have equal access to the services to which they are entitled. One measure of ensuring access 
to services is to adapt and improve the physical conditions of service delivery sites for easier accessibility.  
The inspection team observed that all three Police Stations had inside and outside signage indicating way-
finding.  The signage to Broad Street Police Station was not clearly displayed from the road.  Although all 
Police Stations operate 24 hours there was no sign that confirmed this. On enquiry as to the reason for not 
displaying hours of operation, the team was informed that it has become common cause because the public 
that needs the police service pitch up at any time. 

At Kwa-Mashu Police Station, the inspection team was only shown the public parking area within the Police 
Station premise after they had already parked their cars outside. This was as a result of no signage that 
guides the public to the public parking spaces.  Both Umlazi and Ntuzuma Police Stations have public parking 
areas within the Police Station premises. There was no parking area for the public at the Broad Street Police 
Station. 

Even though disabled parking bays were clearly marked and ramps provided for wheel chair bound members 
of the public to the reception areas, it was found that, except for Durban Central police station only, 
Ntuzuma and Umlazi have high rise buildings that are inaccessible to people that use wheel chairs. On further 
enquiry it was explained that in the event a wheel chair person needs a service from an officer who occupies 
an office in the first or higher floor than the reception area, it is the responsibility of the officer concerned 
to come down to meet the member of the public on the ground floor. However, there were no offices that 
were earmarked for this purpose. For this reason, these buildings did not appear to be totally accessible to 
people with disabilities.

Road signs leading to Umlazi police station were obscure from outside the township. The sign was only visible 
to drivers and pedestrians coming from Umlazi and proceeding towards Isiphingo, one of the smaller towns 
on the southern side of Durban.  

Durban Central, Umlazi and Ntuzuma Police Stations were found to be impeccably clean and with state 
of the art type of infrastructure from the outside. A large part of Kwa-Mashu Police Station was not being 
utilised because all administrative functions and investigations were housed in and operated from Ntuzuma 
Police Station. As a result of the underutilisation, the part affected was found to be dilapidated. No evidence 
could better serve to show wasted state infrastructure than this.

The team noted, however, that makeshift justice infrastructure had been constructed within the Kwa-Mashu 
Police Station yard for prosecution and finalisation of petty crimes. It was unclear why parts of the unused 
buildings in this Police Station could not be utilised for this purpose or at least as office space for officials of 
the justice system deployed in this station.

Access to water by the public posed a risk to the officers in charge at the reception area. The team was 
informed that members of the public who needed to drink water used the same water facility that was behind 
the officers at the reception desk.

Although the team met a cleaner who was busy cleaning the passages, toilets for males were found to be 
in an unusable condition at the time of the inspection. They were dirty and also indicative of dire need for 
maintenance and repair.
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While there were no dedicated help desks in all Police Stations, all had open plan reception areas that were 
staffed with about 10 trainees each, at the time of the inspections. Every member of the public was attended 
to and if the case needed some privacy, a police officer would lead the member of the public to a cubicle that 
was separate from the reception area.

The Ntuzuma Police Station had a well furnished trauma and counseling center for victims of rape and various 
kinds of abuse, with special emphasis on women and children. It was also found that female victims are 
attended to and counseled by professionally trained female counselors. 

6.3.2.2 Observing access to information

The Batho Pele principles of Access and Information require information to be readily available to customers 
to empower them and to address their needs.  During the inspection it was noted that all sites, except 
Broad Street Police Station, had security check-points.  Although these check-points were attended to by 
private security guards, except at Umlazi and Ntuzuma Police Stations, the team was never stopped and or 
given direction to the reception area. Only those members of the public that stopped and approached the 
security were given attention. Clearly this weak security at the gates made members of the SAPS vulnerable 
to criminal elements. 

Service charters were displayed in all reception areas of the sites that were inspected. However, it was only 
at Umlazi and Ntuzuma Police Stations where they were displayed in the reception area and visible to the 
public. Otherwise, in all the other sites the service charters were displayed behind the reception area and, 
therefore, not visible to the public. Importantly, the service charters were written in English only and none 
was found written in isiZulu which is one of the predominant languages in the areas.

All sites had suggestion or complaint boxes located in the reception areas. However, the team was informed 
that the complaints registers were kept at HR where most complaints are received and processed. The team 
was further informed that the suggestion boxes were managed by the Office of the MEC. The Office of the 
MEC was responsible for opening and responding to the public comments, complaints and queries. 

During the inspection, it became apparent that officials were not aware of the Complaints Procedure to be 
followed by citizens as stipulated by the Minister for Safety and Security. While they all explained eruditely 
what a member of the public should do in the event he/she wants to register a complaint, none of them could 
refer to the Complaints Procedure Manual. Furthermore, such manuals were not available at all the sites 
visited. Suggestion boxes and complaint registers are important in engendering a participatory approach in 
service delivery and encourage openness and transparency on the part of SAPS.  This practice is in line with 
the Batho Pele principle of Consultation.

6.3.2.3 Observing staff

The wearing of name tags or badges fosters the spirit of transparency, openness, accountability and accessibility. 
The inspection team noted that front-line/reception and back office personnel at all sites wore name tags 
or badges. Wearing of name badges is important especially when a need arises for citizens to follow up on 
particular cases.  One is able to identify the person who was responsible for rendering a particular service. 

Although the inspection team noted a sense of surprise on the faces of some of the staff, the reception 
of the team by both front and back office personnel was professional, friendly and helpful. They exhibited 
knowledge of the importance of the practice of the Batho Pele principles in the Public Service. While some of 
the personnel in the front office were trainees, they appeared knowledgeable about procedures of executing 
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various functions that are expected from police personnel. The trainees were also aware of the importance 
of practicing Batho Pele in the execution of their duties. 

Female representation at top management in the sample of sites visited was noted. The Director of Kwa-
Mashu Police Station was a female and one of her captains in charge of the front office was also a female. 
The team also noted that the Director of the station appeared in touch with the community. During the 
inspections, she received a direct call from a member of the public that was reporting an incident in a school 
in the neighborhood. She immediately excused herself from the inspection team for a short while to give 
instruction to her team to visit the school and report to her.

6.3.2.4 Talking to staff

The morale of personnel plays an important role in effective service delivery and staff concerns should be 
listened to and effective measures should be employed to address their concerns.  Equally important are 
inputs from staff to encourage innovation and to improve service delivery.  A recent incident involving some 
members of the police force that had been shot, killed and buried a few days prior to the inspections did 
not seem to have dampened the spirit, morale and the commitment of the police that the team interviewed.

Durban Central, Umlazi and Ntuzuma Police Stations were fully stocked with computers and back office 
staff reported that they were satisfied in this regard. They, however, decried the constant upgrading of the 
computer systems. In the process of upgrading the systems, sometimes certain vital information got lost. At 
other instances systems were not compatible to the extent that new systems do not add value to the efficacy 
and effectiveness of personnel in doing their jobs. 

Personnel looked happy and seemed to interact well amongst each other. It appeared an accepted practice 
that because of the service they render, SAPS take their lunch breaks only when time allowed for it. In 
other words when work pressure decreased only then did an official took a break or lunch. Sometimes they 
alternate to give each other short breaks to refresh. Back office staff took their lunch in their offices. Although 
staff should be commended for making own arrangements in taking lunch breaks without interrupting service 
delivery, it remains the SAPS’ responsibility to ensure that proper arrangements are made for meal intervals.  
These should be part of their conditions of service in accordance with the Basic Conditions of Employment 
Act (1997).

6.3.2.5 Talking to citizens/service users

Citizens as consumers of the services provided by the institutions are in a better position to give feedback on 
the state of service delivery. Their views and comments are important in any effort meant to improve service 
delivery.  Consumers of the SAPS service generally appeared satisfied with the service they received. Clients 
indicated that they spend a short time in each of the sites when seeking for services provided by the SAPS. 
They informed the team of a prompt service and that generally there were no waiting periods. They were 
assisted immediately on arrival. Matters were handled with dignity, privacy and courtesy that they deserved. 
The personnel were usually friendly, approachable and knowledgeable about a variety of products that the 
public requires from the SAPS.

Some consumers in Umlazi Police Station mentioned that it was very helpful to have finger prints taken 
outside the reception area and in a conspicuous place which is visible even to a passer-bye. In this case a 
consumer for this kind of service does not have to get into a queue to enquire about the where-about of the 
finger print service only to be shown another queue.
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6.3.2.6 General observations

While Ntuzuma, Umlazi and Durban Central Police Stations exhibit a state of the art ambience, it was 
observed that Kwa-Mashu satellite Police Station was underutilised. Part of its infrastructure stands unused 
yet some personnel were found sharing offices at Ntuzuma Police Station. 

Broad Street and Kwa-Mashu satellite Police Stations did not have an air conditioning system. In occasional 
extreme heat waves with unbearable humidity along the sea coast line these stations were not conducive 
to productive work.  Furthermore, there were no ramps for wheel chair bound users at the Broad Street 
satellite Police Station.

There was no board that indicated to the public the names of the persons in charge of the reception areas. 
The team was informed of the names of the officers in charge of each reception after enquiring from officers 
who were at the reception areas. The presence of a board on which, inter alia, are inscribed names of officers 
in charge of the reception areas enhances transparency and builds confidence in the public’s mind about the 
institution itself. 

Details such as telephone numbers of the Directorate for Public Prosecutions were displayed at Umlazi and 
Ntuzuma Police Stations for public consumption. The same information could not be seen at Kwa-Mashu, 
Durban Central and Broad Street Police Stations. 

6.4  RECOMMENDATIONS

6.4.1 Announced Inspections

It is recommended that:

•  The SAPS integrated the 2010 Soccer World Cup strategy be disseminated to all significant role players 
in the SAPS to enable them to plan and prepare for the tournament in the designated Police Station. 
Heads of SAPS Police Stations in and around Durban should have copies of such a strategy as well.

•  The resources in Durban Central Police Station be increased to enable it to prepare in advance for the 
2010 Soccer World Cup event. In anticipation that crime levels are bound to increase, a concerted effort 
should be directed at creating enabling conditions and the required infrastructure in terms of resources 
and the necessary training for the SAPS to be able to respond to the challenges appropriately.

•  The SAPS liaise with the Ethekwini Metropolitan Police to establish a forum with an aim of cooperative 
planning for the 2010 Soccer World Cup. In the same way that the two institutions have collaborated 
and worked together to combat crime through the CCTV cameras available at strategic positions of the 
town, there should be partnership even at the level of the police on the ground in terms of detecting, 
preventing and combating crime within the eThekwini Metropolitan municipality.

6.4.2 Unannounced Inspections

It is recommended that:

•  Signage for public parking should be clearly exhibited at all sites visited.
•  Service charters/standards be displayed in areas that are visible to the public and in language that is 

dominant in the area.
•  All offices in which police officers perform their duties should have air conditioners or at least fans that 

can assist in reducing heat and make the place to be conducive to productive work.
• Complaints registers and procedure manuals must be made available to the public.
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•  All staff must be accorded lunch times without compromising service delivery. This can be done by 
alternating personnel who work in pressured work areas.

•  Common rooms or dining facilities should be provided for personnel to enjoy meals and relax during 
breaks, as it is unprofessional to have meals at the desk in the offices.

•  The names of the officers on duty and their details should be clearly displayed to show the public that 
they are accessible at all times when a member of the public feels they would like to discuss or consult 
them.

•  Attention be given to ensuring that Kwa-Mashu Police Station does not remain under-utilised leading to 
it falling into a state of disrepair on account of some of its offices not being occupied.

•  Security at the gates into the Police Stations be improved. At least random searches should be performed 
on all members of the public that access these service points from time to time.
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7.1  INTRODUCTION

Chapter 7 presents the findings of the inspections conducted in the South African Police Service (SAPS) 
in Limpopo Province. The findings are presented according to the type of inspections conducted, namely, 
announced and unannounced inspections. This chapter also provides recommendations based on the findings 
obtained during the visits at the SAPS Provincial Head Office and selected Police Stations in the Province. 

7.2   SITES VISITED

In Limpopo, the inspections were conducted on the 18th and 19th August 2008. The table below indicates the 
names and dates of the sites inspected. 

Table 10:  Limpopo Sites
Inspection sites Date Announced/Unannounced
 SAPS Provincial 
Commissioner’s Office

18 August 2008 Announced

Polokwane Police Station
18 August 2008 Announced
18 August 2008 Unannounced

Seshego Police Station 19 August 2008 Unannounced
Mankweng Police Station 19 August 2008 Unannounced

  
7.3  KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

7.3.1 Announced Inspections

The findings on the announced inspections are presented according to the key issues contained in the 
announced checklist in relation to the readiness of the Polokwane Police Station to support the 2010 Soccer 
World Cup. The inspection team met with the SAPS Provincial Commissioner and later met with the 
Polokwane Station Commissioner at the Polokwane Police Station.

At the Office of the SAPS Provincial Commissioner, the inspection team was informed that at National level, 
a strategic Joint Operational and Intelligence Structure (JOINTS) has been established as a coordinating 
structure on matters of safety and security for the 2010 Soccer World Cup. The JOINTS is comprised of no 
less than 14 government member departments from the security, social, economic and health clusters that will 
be playing a key role during the tournament. It was mentioned that for purposes of planning and coordination, 
the National JOINTS have been replicated at Provincial level, however, with operational mandate.

In Limpopo, the Provincial JOINTS structure is chaired by the Deputy Provincial Commissioner: Policing.  
This structure operates in conjunction with what is regarded as a highly qualified and experienced Security 
Directorate established by the Local Organising Committee (LOC), in consultation with FIFA.

The Office of the SAPS Provincial Commissioner has also established a dedicated unit dealing with the 
2010 Soccer World Cup security planning.  This planning support team (PST) comprises of staff with 
specialised training to deal with crowd control and the most violent crimes, including high-jacking, hostages 
and cash-in-transit heists. The PST is led by two Senior Superintendents reporting directly to the Deputy 
Provincial Commissioner. The aforementioned structures demonstrate the seriousness with which the SAPS 
in the province handle the preparations for the 2010 event in Polokwane as the host city. The Provincial 
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Commissioner regularly attends meetings at the National and Provincial JOINTS for the preparations of 
the 2010 Soccer World Cup.  The meetings deal with issues of safety and security regarding, inter alia, the 
following areas:

• Stadium security.
• Route security, including airports.
• Accommodation.
• Fan parks.
• Practice venues.

The inspection team was informed that training needs have been identified in preparation of the 2010 Soccer 
World Cup. In this regard, members of SAPS will undergo the following training programmes:

• Security of VVIPs and VIPs.
• Security of players/teams/venues.
• Escort of delegates (close protection).
• Advanced crowd management.
• Safety during matches.

It was further mentioned that the Station Commissioners of Polokwane, Seshego and Mankweng Police 
Stations are being regularly briefed on progress of the planning process. These Police Stations are located 
within the radius of 30 kilometres from the venue of the tournament and will provide support during the 
2010 soccer event. Mobile or satellite police units will be deployed near the stadium and Fan Parks during the 
event, to ensure immediate response to any incidents that may pose a security risk to the event. 

The Provincial Commissioner also indicated that various engagements were taking place with the private 
sector to solicit support and ensure a co-ordinated approach towards the soccer event.  Emanating from 
such engagements, plans are afoot to install CCTV cameras within the City of Polokwane, including the 
Polokwane International Airport, which is currently constructing a new passenger terminal to absorb 
volumes of visitors during the 2010 event.  

It was further learned that the SAPS has been provided with five (5) luxury vehicles by BMW South Africa in 
the current financial year to be used to patrol the main routes leading to Limpopo.

It also emerged during the discussions that the SAPS was in the process of restructuring, which should 
reposition the organisation to ensure efficient and effective service delivery beyond the 2010 spectacle.

The following were the key findings at the designated Police Station:

7.3.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

The Station Commissioner was aware of the preparations for the 2010 Soccer World Cup, however, he was 
not involved in the processes.  Therefore, he could not provide specific details on the readiness of his Police 
Station as a service delivery site.  The Commissioner acknowledged that members of the SAPS, including 
himself, had previously attended an operational course for the 2010 Soccer World Cup, provided by the 
National Head Office.

The inspection team established that the Station Commissioner’s lack of knowledge of the 2010 preparations 
stems from the fact that he is not provided regular feedback by a Senior Superintendent in his division, who 
was apparently assigned to attend briefing sessions.  
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7.3.1.2 There is no dedicated division/staff responsible for 2010 preparations at the Police Station

The Station Commissioner informed the inspection team that there was no dedicated division in the Police 
Station responsible for the 2010 Soccer World Cup preparations. However, a dedicated unit in the Office of 
the SAPS Provincial Commissioner has been assigned the responsibility of the 2010 preparations.

7.3.1.3 There is no personnel at the Police Station to handle the 2010 Soccer World Cup

The inspection team was informed of challenges regarding lack of human resources at the Police Station. It 
emerged, however, that the National Head Office had recently embarked on a national recruitment drive to 
increase personnel in the SAPS ahead of the 2010 event.

It also emerged during the inspections that the SAPS was in the process of restructuring, which should 
reposition the organisation to ensure efficient and effective service delivery beyond the 2010 spectacle.  
However, the Station Commissioner was concerned that the restructuring process if not carefully managed 
might result in low staff morale which could present challenges regarding the preparations for the 2010 
Soccer World Cup.  He was nevertheless optimistic that major problems were not foreseen in dealing with 
the 2010 event.

7.3.1.4  There is a need for training to address specific skills to deal with crime during the 2010 Soccer 
World Cup

Although the Station Commissioner was non-committal regarding specific skills required by the Police Station 
in dealing with crime during the 2010 Soccer World Cup, it nonetheless emerged that there may be a need 
to strengthen the area of crowd control.

7.3.1.5 There are no equipment and facilities to support the 2010 Soccer World Cup

The inspection team was informed that the Police Station did not have sufficient resources in the form of 
personnel, vehicles and communication gadgets such as radios and mobile phones. Given the magnitude of 
the 2010 Soccer World Cup, it will be necessary to procure more of these in preparation of the soccer event.

7.3.1.6 There are no vehicles at the Police Station to handle demands of the 2010 Soccer World Cup

The Police Station does not have sufficient vehicles for the 2010 Soccer World Cup. More vehicles will be 
required to adequately support the event.  The Station Commissioner indicated that his station adopted the 
sector policing approach as a mechanism to improve service delivery.  Accordingly, the station’s jurisdiction 
has been divided into eight sector policing areas to improve access to police services. Each sector has been 
provided with a vehicle and a radio, wherein members of the community can report matters or access the 
services directly from the sector managers.  However, the station still requires more resources to maximise 
its service delivery.  The Station Commissioner mentioned that the demands of the 2010 Soccer World Cup 
would be competing with the already stretched resources in the Police Station, which might erode the gains 
already made in the sector areas in terms of combating crime.

7.3.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

The inspection team was informed that the budgeting process in the SAPS is centralised and as such, Police 
Stations do not have their own budget, let alone the budget for the 2010 Soccer World Cup.
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7.3.1.8  A plan has been put in place to avail interpreters to accommodate non-South African speaking 
languages 

It emerged during the discussion that the Police Station did not have personnel who were assigned to provide 
interpretation services, and as such, the SAPS will need to consider recruiting for such services ahead of the 
2010 Soccer World Cup to support foreign nationals, whenever required.

7.3.1.9  A plan has been put in place to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

The Station Commissioner indicated that the SAPS’ communication strategy on safety tips includes 
distributing pamphlets and flyers. These methods were presently in place to warn unsuspecting citizens 
on criminal hotspots as well as on where and how to report criminal activity.  He emphasised that these 
methods, amongst others, will be used during the 2010 Soccer World Cup and Polokwane Police Station will 
ensure their distribution at strategic points, such as tickets outlets, hotels or lodges, at parking areas and at 
entrances to the venues.

7.3.1.10 The Police Station has supported previous major events in the Province

The inspection team noted that the station has successfully provided support during previous major events 
in Limpopo, with the most notable being the national conference of the African National Congress (ANC) 
held in December 2007.

With lessons learnt from previous events, Polokwane Police Station will be able to support the 2010 Soccer 
World Cup.

7.3.1.11  There are specific targeted types of crime which are considered as threats, especially during the 
2010 Soccer World Cup

The inspection team noted that crimes such as robbery, armed robbery, theft, motor vehicle hijacking, public 
drinking, and public indecency were considered as threats during the soccer event in and around Polokwane.

Particular measures have nevertheless been taken to address some of these offences, such as the recent 
approval of spot fines by the local Chief Magistrate for such misdemeanours as public drinking and public 
indecency, which might be a common occurrence during the soccer event.

7.3.1.12 There are challenges around the preparations for the 2010 Soccer World Cup

The major challenge raised by the Station Commissioner was that the Police Station had not been actively 
involved with regard to preparations of both the 2009 Confederations Cup games and the 2010 Soccer 
World Cup. This was of major concern because given the limited time left, it was felt that the Police Station 
would be faced with a great deal of pressure. 

The other challenge mentioned was the fact that at the time of the inspections, SAPS was going through the 
process of restructuring which might obstruct the 2010 plans. It was mentioned that there was uneasiness 
and panic as members of staff were not sure where the restructuring processes will place them.

SAPS officials also mentioned that the emphasis on the 2010 Soccer World Cup preparations might result in 
SAPS losing sight of the normal day-to-day policing duties. 
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7.3.2 Unannounced Inspections

Unannounced inspections were conducted at the Polokwane, Seshego and Mankweng  Police Stations. The 
main aim of the unannounced inspections was to determine the compliance of Police Stations with the 
service delivery requirements of Batho Pele principles. The inspections were guided by a PSC-developed 
checklist which contained issues relating to Batho Pele principles.

7.3.2.1 Observing facilities

Citizens should have equal access to the services to which they are entitled.  One measure of ensuring 
access is to adapt and improve the physical conditions of service delivery sites for easier accessibility. Both 
Polokwane and Mankweng Police Stations had sign posts indicating the distance to the Police Stations as one 
approaches their respective locations.  This was not the case with Seshego Police Station, which made it 
difficult to locate it and as such, posing a challenge, especially in the case of an emergency or distress signal.

The Police Stations had dedicated reception areas which appeared well resourced with personnel.  In 
addition to the reception area, it was noted that Polokwane Police Station had a separate desk manned by an 
unidentifiable official. There was no indication of the purpose of the desk and as such, it was left to clients to 
approach the desk to obtain information.  Services rendered at the Police Stations were not clearly displayed 
to enable clients to identify with ease which counter(s) to proceed to.

The Mankweng Police Station had a help-desk manned by a polite and knowledgeable official.  Necessary 
forms were available at the reception areas at all the Police Stations inspected.

Although the Police Stations provide a 24 hour service, there is nevertheless a need to display appropriate 
times for accessing certain services, such as visiting relatives and friends in holding cells. The inspection team 
observed a large crowd around the Seshego Police Station, and on interviewing a member of the community, 
it emerged that they were waiting to be allowed access to visit their relatives and friends in holding cells.  
In a rather agitated tone, the interviewed citizen indicated that they have been waiting for close to an hour 
without being given certainty as to when they would be allowed access.  Such a situation could be avoided by 
clearly specifying upfront appropriate times for visits.

Although both Polokwane and Mankweng Police Stations were located in old buildings with old furniture, the 
conditions seemed pleasant and welcoming.  The Seshego Police Station was in the process of finalising the 
refurbishment of its premises. Good physical conditions of premises give citizens the confidence in the quality 
of services and the professional approach they expect from service delivery points.

All the inspected Police Stations had provided ramps for access to people on wheel chairs.  However, such 
access points were not immediately noticeable.  For example, access to Polokwane Police Station is located 
at the corner of two busy streets with entrances on both sides of the streets for clients to utilise.  However, 
access for wheel chair bound citizens was only from one street.  There was also no signage in the other 
street to direct people to such an access point, as a result citizens had to enquire in order to be directed to 
the access point.

7.3.2.2 Observing access to information 

The Batho Pele principles of Access and Information require information to be readily available to customers 
to empower them and address their needs. It was observed at Seshego and Mankweng Police Stations 
that although the security checkpoints/gates were available, they were, however, not manned to screen 
customers as well as guide/direct visitors on arrival to the appropriate service points.  There was no security 
checkpoint/gate provided at the Polokwane Police Station.  This posed a serious security risk given the fact 
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that often Police Stations keep suspects involved in serious crimes. Such laxity may present to the suspects 
an opportunity for attempting an escape with dire consequences to communities.

Both the Polokwane and Seshego Police Stations had designated cubicles to accommodate clients who 
preferred their matters to be dealt with in strict confidence or if clients required privacy.

It was observed that the Polokwane and Seshego Police Stations did not display their service charters/
standards. It was encouraging to notice that at Mankweng, a  service charter and some charts with key 
information on the role of the SAPS were displayed inside the Police Station, and were written  in Sepedi, 
which is a predominant language in that area.  At Polokwane and Seshego Police Stations, similar posters 
were only available in English.  

Suggestions boxes were observed at the Polokwane and Mankweng Police Stations.  In both cases no indication 
could be provided as when they are opened to attend to citizens inputs. The inspection team was informed at 
Seshego Police Station that its suggestion box was removed due to the renovations taking place at the Police 
Station, and arrangements were being made to return it.  The use of suggestion boxes enable customers to 
provide input on the level of quality of services provided and the preferred services, and therefore should be 
taken seriously in line with service delivery requirements of Batho Pele.

7.3.2.3 Observing staff

The wearing of name tags or badges fosters the spirit of transparency, openness, accountability and 
accessibility.  The inspection team observed that uniforms of members of police services provide for sewn-
up/pasted name badges. At the three Police Stations visited, all members of the police wore name badges.  
However, all administrative/support staff (e.g. data typists, human resource officials) did not wear any name 
badges.

Generally, staff appeared polite, friendly and knowledgeable about Batho Pele framework.

7.3.2.4 Talking to citizens

Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in improving service delivery. As 
indicated in paragraph 7.3.2.1 above, some of the citizens at the Seshego Police Station, who had come to 
visit their relatives or friends in holding cells, complained that they waited too long to be allowed access.  
However, generally at all Police Stations inspected, citizens interviewed indicated that they were treated 
courteously and professionally.

It was established that citizens were not aware of the complaints handling system and procedures in all the 
Police Stations visited.

7.3.2.5 Talking to staff

The importance of information technology in providing effective and efficient service cannot be over-
emphasised.  Staff at the counters did not use information technology in providing services.  Services were 
essentially paper-based with back-office staff being responsible for capturing such information afterwards.  
The inspection team noted that computers seemed old and were insufficient.  The Polokwane Police Station 
had only one data typist who worked a day shift.  This meant that work done during a night shift would wait 
for the data typist the next day resulting in delays in processing reported cases.
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Staff indicated that no specific lunch breaks were provided, however, they alternated in taking lunch and 
other breaks in order to avoid disrupting services.  According to section 14 (1) of the Basic Conditions of 
Employment Act, 1997 (BCEA), “an employer must give an employee who works continuously for more than five 
hours a meal interval of at least one continuous hour”.  Although staff should be commended for making own 
arrangements in taking lunch breaks without interrupting service delivery, it remains the SAPS’ responsibility 
to ensure that proper arrangements are made for meal intervals.  These should be part of their conditions 
of service in accordance with the BCEA.

It was observed at all inspected Police Stations that members of staff were keen to complete forms on behalf 
of customers, especially the less educated to ensure that their matters are correctly captured.  This is in line 
with the principle of courtesy that citizens should be treated with consideration and respect.

At the Mankweng Police Station, the inspection team found volunteers working at the back office, as the 
permanent staff were attending a meeting. However, the volunteers were found to be well trained in handling 
amongst other human resource matters such as receiving applications for employment.

7.3.2.6 General observations

The Seshego and Mankweng Police Stations had adequate air conditioning in the reception areas and 
back offices.  The Polokwane Police Station did not have adequate air-conditioning since some of the air-
conditioners were out of order at the time of inspection.

It was observed that members of the public could access drinking water at all times in all the Police Stations.

Toilet facilities were available for the members of public; however, there is a need to improve their conditions 
to ensure easy access for people with disabilities.  The toilet facilities at Mankweng Police Station were not 
kept clean to an extent that they gave off an unbearable and pungent stench.  The Polokwane and Seshego 
Police Stations had clean toilet facilities.

The inspection team observed that Polokwane and Mankweng Police Stations have sufficient parking areas.  
The Seshego Police Station has minimal parking space with vehicles having to park in a nearby open field.  The 
safety and security around the service points visited require attention, given the fact that the checkpoints/
gates were either not manned or available.

The inspection team observed the following matters that require attention:

•  All three Police Stations lack office space, especially for the back office staff, with officials sharing a small 
office.

•  There is a need to have specified lunch breaks for staff members in accordance with the provisions of the 
Basic Conditions of Employment Act, 1997, which stipulates that after a continuous period of five hours 
(5) a lunch break of at least one hour must be provided.

•  Forms need to be translated into other official languages spoken in the area to ensure easy access in 
accordance with the Batho Pele principle of access.

7.4  RECOMMENDATIONS

7.4.1  Announced Inspections

It is recommended that:

•  The SAPS National Head Office should ensure that Polokwane Police Station, as the designated Police 
Station to provide support to the 2010 soccer event, is actively involved in any preparations for the 
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event. This will assist the Police Station to ensure early detection of any capacity challenges and address 
them accordingly.

•  The timing of the restructuring process in the SAPS has the potential to sow uncertainty and fear of 
loss of jobs, and may result in low levels of morale amongst the staff.  It is therefore important that the 
SAPS expedite the process to ensure that it does not have a negative impact on the 2010 Soccer World 
Cup preparations.  It is also important that an effective communication strategy on progress into the 
2010 Soccer World Cup preparations is developed and implemented, to alleviate any fears and galvanise 
collective responsibility of the SAPS personnel.

•  More CCTV cameras should be installed in and around Polokwane with sufficient personnel provided to 
monitor the operations of these cameras, so as to curb criminal activities.

•  The sector police units should be provided with adequate vehicles and mobile cell phones to optimise 
access to SAPS services.

7.4.2 Unannounced Inspections

It is recommended that:

•  The help-desk at the Polokwane Police Station should be marked accordingly and the relevant official 
should wear a name badge to be noticeable.

•  The Police Stations should display services rendered in the Police Stations as well as hours of operations, 
and in particular visiting hours for inmates in police holding cells. 

•  The Polokwane and Mankweng Police Stations should emulate the Seshego Police Station in refurbishing 
their premises to give them a welcoming appearance.  

•  Although the ramps for ensuring access to people with disabilities were provided at the Police Stations 
inspected, it is nevertheless important that clear signage is provided so as to direct citizens to these 
access points.

•  Service charters/standards should be displayed in areas visible to citizens, and should be provided in 
other official languages, especially the languages predominantly spoken by the communities served by 
the respective service points.

•  Suggestion /complaints boxes should be placed at strategic points in the reception areas for easy access 
to customers to encourage suggestions and complaints. These should be regularly opened and attention 
should be given to the inputs. Feedback on suggestions should be provided promptly and citizens should 
be made aware of the complaints handling system and procedures applied at the Police Stations.

•  The back office staff should be provided with name badges.  This makes it easier for citizens to recognise 
officials and also promotes accountability amongst the staff.

•  The SAPS should provide staff with adequate and upgraded computers to ensure improved production 
and efficient service delivery.  Additional staff should be provided for the back office, especially another 
data typist at the Polokwane Police Station.

•  Dedicated lunch breaks should be provided in line with the BCEA.  However, it is important that staff 
alternate in taking breaks so as to ensure continuity in the provision of services.

•  Office space should be addressed, especially for back office staff at all the Police Stations inspected.  The 
Polokwane Police Station needs to replace some of its furniture, especially the chairs used at counters 
since they seemed not to comply with Health and Safety regulations.

•  Fully functioning air-conditioning systems should be provided at the Police Stations inspected.
•  Toilet facilities, especially at the Mankweng Police Station, need refurbishing and proper maintenance. It 

is also important that the SAPS consider modification of these facilities to ensure easier access to people 
with disabilities.

•  The parking area needs to be addressed at both Polokwane and Seshego Police Stations to the benefit 
of citizens.
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8.1  INTRODUCTION

The findings of the inspections conducted in the South African Police Service (SAPS) in Mpumalanga Province 
are presented in this chapter. Such findings are presented according to the type of inspections conducted, 
namely, announced and unannounced inspections. This chapter also provides recommendations based on 
the findings obtained during the visits at the SAPS Provincial Head Office and selected Police Stations in the 
Province.

8.2   SITES VISITED

In Mpumalanga, the inspections were conducted on the 13th and 18th August 2008. The table below indicates 
the names and dates of the sites inspected.

Table 11:  Mpumalanga Sites
Inspection sites Date Announced/Unannounced

Nelspruit Police Station
13 August 2008 Announced

13 August 2008 Unannounced
Provincial SAPS Office 18 August 2008 Announced

8.3   KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

8.3.1 Announced Inspections

The findings of the announced inspections are presented in accordance with the key issues contained in the 
announced checklist in relation to the readiness of the Nelspruit Police Station to support the 2010 Soccer 
World Cup.

The following were the key findings:

8.3.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

The inspection team was informed by officials at the Police Station that they were aware of the 2010 Soccer 
World Cup Integrated Strategy. To this effect, they mentioned two aspects of the strategy, namely, crime 
prevention and protection. They also mentioned that in Mpumalanga Province there will be three emergency 
(10111) centres, located in Middleburg, White River and Kwa Mhlanga. These would be 24hrs service centres 
whereby members of community would be able to report crime. 

During interaction with the Acting SAPS Provincial Commissioner, he mentioned that despite the availability 
of the strategy, SAPS planning for the 2010 Soccer World Cup is currently limited to the SAPS National Head 
Office. The inspection team was further informed that the role of Police Stations in the 2010 Soccer World 
Cup will be clarified in due course. 

8.3.1.2 There is a dedicated division/staff responsible for 2010 preparations in the Police Station

According to the Station Commissioner (SC) there was a dedicated division/staff responsible for 2010 Soccer 
World Cup. 
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8.3.1.3 There is no personnel at the Police Station to handle the 2010 Soccer World  Cup

The inspection team was informed that there were not enough personnel to handle the Soccer World Cup, 
however, measures were put in place to address the staff shortage.

8.3.1.4  The Police Station does not require specific skills to deal with crime during the 2010 Soccer World 
Cup

The Acting Provincial SAPS Commissioner informed the inspection team that there was no need for specific 
skills as the current available skills are adequate. However, he mentioned that the number of police officials 
need to be increased. 

8.3.1.5 There are CCTV Cameras in and around the Police Station

It was indicated that the Police Station and the city of Nelspruit have CCTV cameras, however, a plan was 
put in place to expand and have more cameras in the entire city.

8.3.1.6 There are no vehicles at the Police Station to handle demands of the 2010 Soccer World Cup

The Station Commissioner informed the inspection team that the Police Station does not have adequate 
vehicles to handle the demands of the 2010 Soccer World Cup. It was further mentioned that most of the 
vehicles have already clocked more than 300 000 kms on their speedometers. However, efforts were made 
to replace the ageing fleet. 

8.3.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

The Station Commissioner informed the inspection team that budget matters in relation to the 2010 Soccer 
World Cup are currently being dealt with at National Head Office. This was also confirmed by the Acting 
Provincial SAPS Commissioner when the inspection team interacted with him. The inspection team was also 
informed that a budget will be allocated to Police Stations that are in the vicinity of the stadium.

8.3.1.8  A device for interpreting foreign languages has been secured to accommodate non-South African 
speaking languages

The inspection team was informed that due to the expected volume of people from different backgrounds, 
a device has been secured for language interpretation purposes. According to the Station Commissioner, the 
device or gadget could interpret all languages into English. The inspection team could not see the device as 
an official responsible was not on duty that day and had locked it in a safe.

8.3.1.9  A plan has been put in place to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

The Station Commissioner informed the inspection team that there was a strategy to communicate safety 
and security tips to citizens and visitors during the 2010 Soccer World Cup. This would involve use of radio 
talk shows, and other publicity or forms of media.  

8.3.1.10 The Police Station has supported previous major events in the Province

The inspection team was informed that the Police Station had supported previous major events like Innibos 
(Afrikaner Cultural gathering which takes place annually in June/July). The Lowveld Show was also cited as 
another major yearly event which is normally held in the area without problems. The inspection team was 
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further informed that the Police Station learnt quite immensely from these major events in terms of the Joint 
Venture Organisation. For instance, the events hosted in the area brought a number of stakeholders who 
made crucial inputs, amongst others, the Private Security Companies, Business community, Defence Force as 
well as Community Policing Forums. The Acting Provincial Commissioner further emphasised the role played 
by these stakeholders and confirmed that they would form a crucial part of the security network during 2010 
Soccer World Cup. 

8.3.1.11  There are specific targeted types of crime considered as threats especially during the 2010 Soccer 
World Cup

The inspection team was informed that crimes such as robbery, house breaking, hijacking and theft out of 
motor vehicles were considered as threats during the 2010 Soccer World Cup.

8.3.1.12 There are challenges around the preparations of the 2010 Soccer World Cup

Specific challenges around the preparation for the 2010 Soccer World Cup were identified as lack of 
manpower, inadequate resources, lack of sensitisation of SAPS officers about potential tourist areas and 
issues relating to border control.

8.3.2 Unannounced Inspection

An unannounced inspection was conducted at Nelspruit Police Station. The main aim of the unannounced 
inspection was to determine the compliance levels of the Police Station with the service delivery requirements 
of the Batho Pele principles. The inspection was guided by a PSC-developed checklist which contained issues 
relating to Batho Pele principles.

8.3.2.1 Observing facilities

Citizens should have equal access to the services to which they are entitled. One measure of ensuring 
accessibility is to adapt and improve the physical conditions of delivery sites for easier accessibility. The 
inspection team observed that the Police Station had a clear identifiable reception area. Both outside and 
inside signage gave proper information including business hours. The services rendered were clearly displayed. 
However, costs related to such services were not displayed. The building had ramps for disabled persons. 
There was also a lift in good working condition to various floors. However, there was no designated parking 
for members of the public. The Police Station was in a good condition due to earlier renovations. The building 
was very clean and in a welcoming condition.

8.3.2.2 Observing access to information

The Batho Pele principles of Access and Information require information to be readily available to customers 
to empower them and address their needs. During the inspections, there was no staff member to guide and 
direct people on arrival to the specific service points. This made it difficult for members of public to find 
their way around the building or service points and as a result, members of the public were likely to spend 
time unnecessarily in wrong queues. The service charter was clearly displayed in both English and Siswati, 
which are the two predominant languages in the Province. The information desk was unmanned and without 
appropriate forms and necessary material. There was a suggestion/complaint box at the reception, however, 
the complaint handling system or procedure was not displayed. 

8.3.2.3 Observing staff

The wearing of name tags or badges fosters the spirit of transparency, openness, accountability and 
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accessibility. It was very encouraging for the inspection team to see all the front staff wearing name tags. This 
will go a long way in promoting accountability, openness and transparency. Wearing name tags also enables 
citizens to follow up on cases should a need arise. However, the inspection team noted that only front line 
staff was wearing name tags, back office staff was not wearing name tags. 

The inspection team also observed that the staff appeared quite friendly, knowledgeable and very professional. 
This is likely to go a long way in enhancing the image of Public Service in service delivery to the communities.

8.3.2.4 Talking to citizens

Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in improving service delivery. The 
interface with members of the public revealed that they were not happy with the waiting period before they 
were assisted. Although the queues were long, it depended on the type of service required by members of 
the public. For instance, certification of documents was very quick whereas laying a charge took more time. 
Most service users were from neighbouring townships. 

Members of the public further informed the inspection team that they had never lodged a complaint and 
were not aware of the complaint handling system and procedures applied at the Police Station. This reflected 
the Police Station’s non compliance with the Batho Pele principle of redress. Service users were not afforded 
a recourse process in cases were they were not happy with the services rendered. Most of the people 
interviewed were happy with the way they were treated at the Police Station.

8.3.2.5 Talking to staff

The morale of personnel plays an important role in effective service delivery and staff concerns should be 
listened to and effective measures should be employed to address their concerns. Equally important are 
inputs from staff to bring about innovations and improve service delivery. Discussions with staff revealed that 
there was always someone on the front desk during lunch breaks to ensure uninterrupted service delivery. 

8.3.2.6 General observations

The inspection team found that the air conditioning/heating system was in good working condition. Toilet 
facilities and access to water were also available. Facilities for disabled people such as ramps and lifts were 
all in place and well demarcated. The inspection team also noted that the counter area was appropriate with 
adequate computers and other equipments were also available. 

8.4   RECOMMENDATIONS

8.4.1 Announced Inspections

It is recommended that:

•  SAPS National Head Office ensures that enough police members are employed at the Nelspruit Police 
Station taking into account that the Police Station has been identified as the designated Police Station to 
support the 2010 Soccer World Cup tournament.

•  Taking into consideration the magnitude of the Soccer World Cup and the expected number of people 
visiting the city, the Police Station be equipped with new vehicles as most of the vehicles have already 
clocked more than 300 000 kilometers on their speedo meters.
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8.4.2 Unannounced Inspections 

It is recommended that:

•  The Police Station makes available a staff member to guide and direct people on arrival to the appropriate 
service points.

•  The Police Station ensures that the information/help desk be stocked with appropriate forms and 
material.

• Back office staff be provided with name tags.
•  The Police Station clearly indicates or displays a complaints procedure to citizens at the reception. In this 

regard, citizens be informed of the complaints handling system and procedure and be encouraged to lay 
complaints against police officials if they feel that they were not treated appropriately.
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9.1  INTRODUCTION

This chapter presents the findings of the inspections conducted in the South African Police Service in the 
North West Province. The findings are presented according to the type of inspections conducted, namely, 
announced and unannounced inspections. This chapter also provides recommendations based on the findings 
obtained during the visits at the selected Police Stations in the Province.

9.2   SITES VISITED

In the North West, the inspections were conducted between the 12th and 15th August 2008. The table below 
indicates the names and dates of the sites inspected. 

Table 12:  North West Sites
Inspection sites Date Announced/Unannounced

Phokeng Police Station
12 August 2008 Announced
12 August 2008 Unannounced

Mmabatho Police Station 14 August 2008 Unannounced
Jouberton Police Station 15 August 2008 Unannounced

  
9.3   KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections.
 
9.3.1 Announced Inspections

The findings on the announced inspections are presented according to the key issues contained in the 
announced checklist in relation to the readiness of the Phokeng Police Station to support the 2010 Soccer 
World Cup.

During the announced inspections, the inspection team met with the following SAPS officials:

• Station Commissioner - Phokeng Police Station
• Senior Superintendent (Commander: Support) – Phokeng Police Station
• Senior Superintendent (Commander: Detective Service)-Phokeng Police Station
• Senior Superintendent (Visible Policing Head) – Phokeng Police Station
• Provincial Coordinator for the 2010 Soccer World Cup
• Station Commissioner – Tlhabane Police Station (on invitation by the Phokeng Station Commissioner)
• Station Commissioner – Rustenburg Police Station (on invitation by the Phokeng Station Commissioner)

The Phokeng Station Commissioner provided the inspection team with a completed announced checklist and 
explained that as a team, they answered “no” to about 75% of the questions raised in the checklist because 
at the time of the inspections, the Police Station had not been involved at all in the preparations towards the 
2010 Soccer World Cup. 

However, the SAPS Provincial Coordinator for the 2010 Soccer World Cup made a presentation of the 2010 
Soccer World Cup strategic plan to the PSC inspection team. The presentation was based on information 
from the Provincial SAPS Office, not the Police Station. Due to the sensitivity of the security plans contained 
in the presentation, a copy could not be made available to the PSC inspection team, citing a need for prior 
approval from the National Police Commissioner. 
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The Provincial SAPS Coordinator explained that the preparations for the 2010 Soccer World Cup are divided 
into seven different phases each of which had fixed dates. The following tables show the different phases and 
time frames.

 Table 13:  Phases and time frames of the operational plan
PHASE TIME FRAMES
Run-up phase May 2004 to mid June 2009
Confederation Cup Mid-June 2009 to July 2009
Pre-Tournament Phase July 2009 to mid June 2010
Opening ceremony Mid-June 2010
Tournament Phase 11 June 2010 to 11 July 2010
Final and Closing Phase Mid-July 2010
Post World Cup Phase Mid-July 2010 to end July 2010

 
At the time of the PSC inspections, preparations were still at the run-up phase. It was explained that 
the first phase involved only the SAPS National Head Office and the SAPS Provincial coordinators. The 
Provincial 2010 SAPS Soccer World Cup coordinator informed the inspection team that Police Stations will 
only be involved after a meeting of all provincial coordinators scheduled to take place in Pretoria on 12 – 14 
September 2008. The inspection team was informed that immediately after the said meeting in September, 
there would be a district summit were the Police Station would be assigned tasks for operationalisation. This, 
he explained, was because the Provincial coordinators had recently completed the strategic plan which must 
first be presented to the Local Organising Committee (LOC) and to the Federation of International Football 
Association (FIFA). It is only once FIFA has approved the strategic plan that the second phase, the operational 
phase, would be fully rolled out to all Police Stations. 

The following were the key findings:

9.3.1.1  The Police Station is not aware of the details of the 2010 Soccer World Cup Integrated Strategy of 
SAPS

The inspection team was informed that except for a presentation of the draft strategic plan which was 
made to the management of the Police Station on 26 February 2007 and another presentation during a 
station management learning course held on 28 August 2007, the Police Station has not been involved in any 
discussions nor preparations towards the 2010 Soccer World Cup. Only Provincial coordinators have been 
involved and the plan is that all Police Stations will only be made aware and become involved with the 2010 
Soccer World Cup preparations once the strategic plan has been presented to and approved by both the 
LOC and FIFA. 

9.3.1.2  There is no dedicated division/staff responsible for 2010 preparations at the Police Station

During inspections, the inspection team noted that given the non-involvement at Police Station level at the 
time of the inspections, there is no division/staff responsible for 2010 Soccer World Cup preparations. 
According to the Provincial coordinator, the strategic plan is divided into five sections, with five officials 
currently based at the Provincial office responsible for a section each. 

9.3.1.3 There is no personnel at the Police Station to handle the 2010 Soccer World Cup

The inspection team noted that given the non-involvement of the Police Station in the 2010 Soccer World 
Cup, there is, as yet, no personnel at the Police Station dedicated to handle the 2010 Soccer World Cup.
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During inspections, the Provincial coordinator informed the inspection team that allocation of personnel 
will be addressed at the provincial level. It was hoped that there will be enough personnel because the plan 
is to have at least 1 500 police officials deployed at the stadium and equally so at the Fan Parks and Public 
Viewing Areas. Overall, the plan is to have between 30 000 to 40 000 police officials who will be trained and 
dedicated for 2010 Soccer World Cup in the whole Province. 

9.3.1.4 Additional training to address specific skills to deal with crime during the 2010 is required

The inspection team was informed that whilst the Police Station has some of the skills to deal with crime 
during the 2010 Soccer World Cup, additional training will still be required for some specific skills such as 
advanced crime prevention, community service, trauma/victim support skills and crowd management.

The inspection team was informed of the need to partner and cooperate with Departments such as Justice 
and Constitutional Development to ensure that arrangements were made for special courts with enough 
prosecutors, magistrates and dedicated detectives who would work 24 hours during the 2010 Soccer World 
Cup. SAPS Officials were of the view that the delivery of justice should be as speedily as possible and 
depending on the sensitivity of the crime, no foreigners should be kept in jail to await trial. This arrangement 
would also require cooperation of the Departments of Home Affairs and Foreign Affairs. 

9.3.1.5 There are no CCTV cameras in and around the Police Station

There are no CCTV cameras in and around Phokeng Police Station. According to the provincial coordinator, 
a security plan has been designed but must still be presented to the LOC and FIFA first. There will be CCTV 
cameras in the host city with the costs carried by the LOC and the local Municipality. The operations of 
the CCTV cameras will be controlled at the Venue Operation Center (VOC). The VOC will be inside the 
stadium overlooking all activities in the stadium.

9.3.1.6 There are no vehicles at the Police Station to handle demands of the 2010 Soccer World Cup

The inspection team was informed that the Police Station does not have enough vehicles to handle the 2010 
Soccer World Cup demands. However, the plan is to identify all tourism points in the Province and allocate a 
distance of 10km in between them. Within the identified distance, contact points will be stationed in a form 
of mobile SAPS centres. The allocation of vehicles will be informed by the number of mobile centres.

9.3.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

At the time of the inspections, it was confirmed that no budget had been allocated to the Province and Police 
Station for the 2010 Soccer World Cup. It was further mentioned that such a budget is currently allocated 
to the National Head Office.

9.3.1.8  A plan has been put in place to avail interpreters to accommodate non-South African speaking 
languages 

According to the Provincial coordinator, the plan is to have 45 different people representing 45 different 
countries that would be participating at the World Cup tournament. These people would assist in the 
interpreting process. For the purposes of easy identification, these people will be required to wear a specific 
uniform which shows the countries they represent, and they will be available at places such as Police Stations, 
courts, security points and Home Affairs offices. 
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9.3.1.9  A plan has been put in place to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

Whilst the Police Station officials reported that they have no strategy to communicate safety and security 
tips, the inspection team was informed that the plan is to provide information on safety and security to the 
Communications Department, which will make them available in at least four languages as identified by FIFA. 
These languages are: English, French, Spanish and German.

9.3.1.10 The Police Station has supported previous major events in the Province

The inspection team was informed that the Police Station has supported all previous major events hosted in 
the Province because it is located nearby the Royal Bafokeng Stadium, which normally hosts major events. 
The last major event at the Royal Bafokeng stadium was the Tri-Nations Rugby Match between South Africa 
and New Zealand.

It was further mentioned that due to the magnitude of the 2010 Soccer World Cup matches, there is a need 
to pay attention to areas such as infrastructure, roads, fraudulent tickets and fraudulent t-shirts.

9.3.1.11  There are specific targeted types of crime which are considered as threats, especially during the 
2010 Soccer World Cup

The inspection team was informed that the Police Station is not anticipating any special types of crime except 
for the ones that they normally have to deal with, which include robberies, assaults, theft of motor-vehicles, 
theft out of motor-vehicles and liquor related crimes.

9.3.1.12 There are challenges around the preparations for the 2010 Soccer World Cup

The major challenge raised by the Station Commissioner was that the Police Station had not been actively 
involved with regard to preparations of both the Confederations Cup in 2009 and the Soccer World Cup in 
2010. This was of major concern because given the limited time left, it was felt that the Police Station would 
be faced with a great deal of pressure. 

The other challenge mentioned was the fact that at the time of the inspections, SAPS was going through the 
process of restructuring which might obstruct the plans. It was mentioned that there was uneasiness and 
panic as members of staff were not sure where the restructuring processes will place them.

SAPS officials also mentioned that the emphasis on the 2010 Soccer World Cup preparations might result in 
SAPS losing sight of the normal day-to-day policing duties. 

9.3.2 Unannounced Inspections

Unannounced inspections were conducted at the Phokeng, Mmabatho and Jouberton Police Stations. The 
main aim of the unannounced inspections was to determine the compliance levels of Police Stations with the 
implementation of the Batho Pele Framework. The inspections were guided by a PSC-developed checklist 
which contain issues relating to the Batho Pele principles.

9.3.2.1 Phokeng Police Station

The unannounced inspection at Phokeng Police Station was conducted immediately after the announced 
inspection.
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9.3.2.1.1  Observing facilities

Citizens should have equal access to the services to which they are entitled.  One measure of ensuring 
accessibility is to adapt and improve the physical conditions of delivery sites for easier accessibility. The 
inspection team found the reception to be clearly identified with bold labeling “Client Service Center” 
(CSC). The entrance to the other administrative offices was neat with plants appropriately displayed. Inside 
signage was also visible and clearly indicated the service rendered. However, there was no display of prior 
requirements to access the service and costs associated thereof. According to one manager, clients are 
only told what would be required at the point of interaction. Offices were also clearly identified. A board 
indicating the Batho Pele Principles was placed at the main entrance and was displayed in English and Setswana. 
Except for the prisoners’ visiting hours, business hours were not displayed because the Client Service Center 
operates 24 hours.  

At the time of the inspections, the building was being renovated. However, the Station Commissioner 
explained that the renovations were not necessarily part of the 2010 Soccer World Cup preparations but 
rather as a result of a request that was made about five years ago. The inspection team observed one ramp 
for the disabled at the entrance to the building. There were no lifts and, therefore, the disabled, especially 
those on wheel chairs, could only have access to the ground floor of the building. The Police Station had 
two wheel-chair bound employees, one male and another female. Both share one toilet which had been 
renovated, however, the door to the toilet was not wide enough and, therefore, made access to the toilet 
difficult.   

9.3.2.1.2  Observing access to information 

The Batho Pele principle of Access and Information requires information to be readily available to customers 
to empower them and address their needs. There was no staff member specifically assigned to guide and 
direct people on arrival to the appropriate service points. However, such a service is provided for by all staff 
at the Client Service Center.  The police official who interviews and takes a statement from the members of 
the public is usually the one who also directs members of the public to the appropriate service point. 

The inspection team observed that a service charter was displayed in English only and placed at the main 
entrance to the administration building. The service charter was in small print (framed A4 size paper) and is 
placed on a notice board at a corner of the building, making it not visible to the citizens.

The Police Station had an information or help desk. However, due to the renovations at the Police Station, 
the desk was not operational. The inspection team was informed that once the renovations have been 
completed, the telephonist will be moved to the information or help desk. The service is currently provided 
at the Client Service Center and therefore all relevant forms and material are kept at the Client Service 
Center.

There was no complaints register or a suggestion box, neither was the formal complaints procedure clearly 
indicated to the citizens.  

9.3.2.1.3  Observing staff

The wearing of name tags or badges fosters the spirit of transparency, openness, accountability and 
accessibility.  Some of the police officials wore their name tags. It was reported to the inspection team 
that name badges have been ordered for all those who do not have them but there were logistical delays 
experienced at the National Head Office. Staff members appeared friendly and professional in their conduct 
towards members of the public. 
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9.3.2.1.4  Talking to citizens

Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in improving service delivery. 
There were only three clients at the Client Service Center during the inspections, and all reported having 
been served within five to ten minutes of their arrival at the Police Station. They all reported that they were 
treated promptly and with courtesy. They were, however, not aware of the office’s complaints handling 
system and procedures. 

9.3.2.1.5  Talking to staff

The counter area appeared appropriate with thick glass doors dividing the staff and clients. The glass doors 
give staff members, especially females, a sense of safety against violent and aggressive clients who normally 
come under the influence of alcohol at night and over weekends. 

There were no computers and equipment available at the counters. It was reported to the inspection team 
that only the radio room had two computers which were sometimes utilised by the Client Service Centre 
staff, mainly to search for client information and not for typing as all statements are written by hand. 

There were 11 staff members at the Client Service Center, 5 of whom were trainees. It was clear that the 
staff was coping well. Furthermore, lunch and other breaks were arranged by the relief commanders by 
dividing members into different lunch breaks to ensure that sufficient officials were available at the service 
points at all times. 

To improve access to services, especially previously disadvantaged people, sector policing is implemented in 
the station’s service area and sector managers have been appointed. At the time of the inspections, it was 
reported that two satellite Police Stations were delivering a 24-hour service at Monakato and Freedom Park, 
respectively. The particulars of contact persons at these stations were regularly placed in the local news 
papers. These particulars are also given to the community and external stakeholders during the weekly talk 
show on Radio Mafisa.

The inspection team was further informed of a number of constraints that impedes the implementation of 
the Batho Pele principles, namely:

•  Budgetary constraints contribute to a delay in the provisioning of critical equipment, availability of 
interview rooms and improving accessibility for disabled persons.

• Shortage of personnel impacts on service delivery at the satellite Police Stations.

9.3.2.1.6  General observations

The Client Service Centre had no air conditioning but there was enough fresh air circulating as all doors 
and windows were opened. The public did not have access to water except for one tap outside the building 
which was meant for watering the garden. There were no toilet facilities for the public. It was reported to 
the inspection team that the toilets have been closed as a result of renovations and therefore the public was 
sometimes allowed to utilise staff toilets. These toilets were found to be clean. As a result of the renovations, 
parking was available only for staff and not for members of the public.  

9.3.2.2 Mmabatho Police Station

On arrival, the inspection team was informed about the absence of the Station Commissioner whom it was 
reported was attending a meeting at the Mafikeng Police Station. The PSC Commissioner introduced the 
purpose of the visit and inspections were conducted. 
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9.3.2.2.1  Observing facilities

The reception was clean and clearly identified with bold labeling “Community Service Center”. The entrance 
to the administrative offices was very neat. Just after the main entrance at the gate, a board indicating the 
Batho Pele Principles was displayed in the two predominant languages, namely, English and Setswana. Outside 
signage displayed the area for awaiting trial prisoners and the services rendered.  Except for the prisoners’ 
visiting hours, business hours were not displayed. This was because the Client Service Center operates 24 
hours. Whilst there was a display of the services provided by the Police Station, prior requirements and 
costs associated thereof were not displayed. According to one manager, clients were only told what would 
be required to access a particular service at the point of interaction. 

There was one ramp for disabled people, but only up to the entrance to the building at which point there 
is an indentation (recess) in front of the door to the CSC, which prevents wheel-chair bound citizens from 
entering the centre. The building has three floors but there were no lifts and, therefore, the disabled people, 
especially wheel chair bound people have access only to the ground floor. 

The Police Station was very clean with a garden that was well taken care of. The offices were clean but 
without air-conditioners and have signage on office doors.

9.3.2.2.2  Observing access to information 

Even though the designated official was not available at the time of the inspections, it was reported that there 
was a commander/captain assigned with the responsibility of guiding and directing people on arrival to the 
appropriate service points. In his absence, such a service was provided by all staff at the Community Service 
Centre. The police official who interviews and takes a statement from clients was usually the one who directs 
the client to the appropriate service point. There was an information or help desk with a suggestion box. 
However, the information desk was not effectively utilised by staff. All the relevant forms and material were 
kept in a big safe room at the CSC.

There was a service charter/standards displayed in English only and placed appropriately for all the citizens 
to see. 

9.3.2.2.3  Observing staff

All Police Officials on duty wore their name badges. However, none of the back office staff wore their name 
tags and it was reported that back office staff have never had any name tags. Staff members appeared friendly 
and professional in their conduct towards clients. There were enough staff members present and on duty at 
the CSC.

9.3.2.2.4  Talking to citizens

At the time of the inspections, there were three clients at the CSC and all reported having been served 
immediately upon their arrival at the Police Station and they all reported that they were treated promptly 
and with courtesy. They were, however, not aware of the office’s complaints handling system and procedures. 
It was acknowledged by the official accompanying the PSC inspection team that it is important to have the 
SAPS complaints mechanism visibly displayed to the citizens.

9.3.2.2.5  Talking to staff

Some of the staff members (especially females) felt that the counter area was low and inappropriate for their 
safety, especially at night and over weekends when many clients who were under the influence of alcohol 
came to the Police Station. These officials informed the inspection team that there should at least be glass 
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walls dividing the staff and clients. They also reported having experienced a violent incident where a client 
once jumped over the counter and stole a pair of sunglasses. In another incident, a client also jumped over 
the counter and tried to choke a police official. It was further reported that the CSC used to have glass 
dividers, but they were removed after 1994.

There were no computers and equipment available at the counters. There were, however, enough staff 
members at the CSC including trainee officials. Lunch and other breaks were taken in shifts, ensuring that 
service delivery is not interrupted or slowed down.  

9.3.2.2.6  General observations

The CSC was well ventilated with doors opened. There were clean toilets for members of the public with 
water provided inside the toilets. Another point of access to drinking water was a tap used for watering the 
garden. Ramps for wheel-chair bound people were only partially available in that they could only go up the 
main entrance to the CSC at which point they must then be physically lifted up over the indentation (recess). 
There were no lifts to upper floors at this Police Station. 

9.3.2.3 Jouberton Police Station

The PSC Commissioner introduced the purpose of the visit to the Station Commissioner and inspections 
were conducted. 

9.3.2.3.1  Observing facilities

The reception was clearly identified. However, the entrance to the other administrative offices was confusing 
as there was no display of signage indicating what service was rendered at which office and floor.  Once 
on the administrative floor, it became easier to locate were one wants to go because offices were clearly 
marked. There was no display of prior requirements to accessing the services and the associated costs  
thereof. According to one manager, clients were only told what would be required at the point of interaction. 

A board indicating the Batho Pele Principles was placed at the main gate as well as close to the CSC, and was 
displayed in English and Setswana.  There were no business hours displayed because the CSC operates 24 
hours.

Whilst the Police Station was in a good condition, the Station Commissioner explained that no major 
renovations can be effected on the building as it was a leased accommodation. The Police Station had one 
wheel-chair bound employee, however, no ramp for the disabled to the CSC was provided. At the time of 
the inspections, one female client on a wheel-chair visited the Police Station and it required at least four men 
(including the PSC Commissioner) to literally lift her on the wheel chair in order for her to access the CSC. 
At the entrance of the administration block, there was one ramp for the disabled. There were no lifts to the 
other floors of the building and this limits the movement of the disabled, especially those on wheel chairs, 
only to the ground floor. The toilets were clean but have not been renovated to accommodate disabled 
people who are wheel chair bound.

Due to office shortages, there were no trauma rooms for victims of crimes such as rape and domestic 
violence. It was reported that, upon arrival, such clients are attended to and immediately transferred to the 
nearby hospital for further attention. In general, the garden and offices at the Police Station were clean and 
well cared for.
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9.3.2.3.2  Observing access to information 

There was no staff member assigned to specifically guide and direct people on arrival to the appropriate 
service points. However, such a service was provided for by all staff at the CSC.  The inspection team was 
informed that the police official who interviews and takes a statement from the client was usually the one 
who directs the client to the appropriate service point. 

Service charter/standards were not displayed at the time of the inspections. However, there was a Code 
of Conduct displayed in English only and was placed far from the citizen’s view. The CSC did not have an 
information or help desk. All enquiries were attended to by all CSC staff. Also, all relevant forms and material 
were kept in pigeon holes at the CSC.

Furthermore, there was no complaints register or a suggestion box, neither was the formal complaints 
procedure clearly indicated to the citizens. For clients who insisted on seeing someone, they were referred 
to either the Station Commissioner, the front Office Inspector or Detective. 

9.3.2.3.3  Observing staff

All Police Officials at the front desk (except the reservists) and some at the back offices wore their name 
tags. It was reported to the inspection team that name badges for all the reservists have been ordered but 
there are logistical delays experienced at the National Head Office. Staff members appeared friendly and 
professional in their conduct towards clients. 

9.3.2.3.4  Talking to citizens

At the time of the inspections, there were only four clients and all were served within five to ten minutes of 
their arrival at the Police Station. All clients informed the inspection team that they were treated promptly 
and with courtesy. They were, however, not aware of the Police Station’s complaints handling system and 
procedures. 

9.3.2.3.5  Talking to staff

Although there were no computers and equipment available at the counters, there were enough staff 
members at the CSC. Lunch times were properly allocated to staff without disrupting service delivery. 
The inspection team was informed that it was normal practice by staff at the front desk to make sure that 
lunch breaks do not result in delayed service delivery and therefore, there were no clients who had to wait 
unnecessarily long to be served.  

9.3.2.3.6  General observations

The toilets were found to be clean, though they were not accommodative of the disabled, particularly 
wheelchair bound. There was no access to drinking water for the public except from the taps in the toilets. 
There was sufficient parking for members of the public.

9.4  RECOMMENDATIONS

9.4.1 Announced Inspections

It is recommended that both the National and Provincial SAPS Offices hasten the finalisation and approval 
of the strategic plan and begin to actively involve the designated Police Station in preparations for the 2010 
Soccer World Cup. 
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9.4.2 Unannounced Inspections 

It is recommended that:

•  All Police Stations renovate/upgrade their buildings so that the disabled (especially the wheel-chair 
bound) can easily access all floors and toilets.

•  The National and Provincial SAPS Offices assist Police Stations in developing service delivery standards. 
Once developed, these service standards must be displayed on notice boards in the languages prominent 
in that areas in all the Community Service Centers and within full view of the citizens.

•  Police Stations must ensure that complaint boxes are visibly displayed and also inform member of the 
public about the complaint handling system.

• Police Stations must ensure that suggestion boxes are visibly displayed.
•  Police Stations must ensure that access to drinking water and toilets for members of the public is made 

available.
•  National and Provincial SAPS Offices must ensure that Police Stations are provided with name tags 

especially for the back office staff.
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10.1 INTRODUCTION

Chapter 10 presents the findings of the inspections conducted in the South African Police Service (SAPS) 
in the Western Cape Province. The findings are presented according to the type of inspections conducted, 
namely, announced and unannounced inspections. This chapter also provides recommendations based on the 
findings obtained during the visits at the selected Police Stations in the Province. 

10.2 SITES VISITED

In the Western Cape, inspections were conducted on the 14th August 2008. The table below indicates the 
names and dates of the sites inspected. 

Table 14:  Western Cape Sites
Inspection sites Date Announced/Unannounced

Sea Point Police Station
14 August 2008 Announced
14 August 2008 Unannounced

Gugulethu Police Station 14 August 2008 Unannounced
Mannenberg Police Station 14 August 2008 Unannounced

10.3 KEY FINDINGS

The key findings from the inspections are presented below. The findings on the announced inspections are 
presented first, followed by the findings from the unannounced inspections. 

10.3.1 Announced Inspections

The findings of the announced inspection are presented according to the key issues contained in the PSC-
developed checklist in relation to the readiness of the Sea Point Police Station to support the 2010 Soccer 
World Cup.

The inspection team met with the Station Commissioner of the Sea Point Police Station, who informed the 
team that the Sea Point Police Station services the Sea Point area up to Camps Bay. He further mentioned 
that the Police Station has 154 personnel, which includes the administrative support staff and 13 police 
students.  At the time of the inspection, the team noted that the Police Station had 42 working vehicles of 
which 9 had been dispatched on a shift. The inspection team was informed that the SAPS policy states that 
a vehicle should be manned by two personnel at all times.  In the event that one staff member is ill, a vehicle 
would be manned by only one staff member.  The inspection team was further informed that there were 
always two vehicles patrolling in close proximity to each other in the same area and that air support was 
dealt with through radio control.  

The following were the key findings:

10.3.1.1 The Police Station is aware of the 2010 Soccer World Cup Integrated Strategy of SAPS

The Station Commissioner informed the inspection team that he was aware of the strategy, but had never 
seen the document.  He further informed the team that one of the superintendents employed at the Police 
Station was part of the team that developed the plan. The team was further informed that according to the 
SAPS planning process, Sea Point Police Station was regarded as part of the hub around which Provincial 
safety and security measures for the World Cup would be planned. However, this process also involved 
other Police Stations, for instance, it was mentioned that in September 2008, one on one interactions were 
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planned with these Police Stations to discuss a preparatory master plan. According to SAPS officials the 
Police Stations would be expected to develop their own plans which would fit into the master plan. 

10.3.1.2 There is no dedicated division/staff responsible for 2010 preparations in the Police Station

During the inspection, it was established that there was no dedicated division responsible for 2010 preparations 
at the Police Station. However, all staff members were being made aware thereof, and as a result officials 
were starting to receive specific training related to the 2010 Soccer World Cup.  There seems to be a great 
sensitivity around the security arrangements for the 2010 Soccer World Cup at the Sea Point Police Station.

10.3.1.3 There is no personnel at the Police Station to handle the 2010 Soccer World Cup

The inspection team was informed that there was a projected shortage of 35 personnel for the 2009 
Confederation Cup games. However, the Station Commissioner was not sure about the projected shortage of 
staff for the 2010 Soccer World Cup. The Station Commissioner also informed the team that currently there 
were 10 police students in college whom would be placed at the Sea Point Police Station after completing 
their training.  The team was further informed that during the 2010 Soccer World Cup, a satellite Police 
Station would be erected at the Green Point Stadium. It was reported that personnel from surrounding 
Police Stations would be discharged to work at the satellite Police Station, whilst Sea Point Police Station 
would remain the Crime Administration System (CAS), as crime at the stadium will have to be registered 
through Sea Point Police Station. The Station Commissioner mentioned that concerted efforts would be 
made to ensure that there is adequate personnel at Sea Point Police Station.  

10.3.1.4  The Police Station does not require specific skills to deal with crime during the 2010 Soccer World 
Cup

The inspection team was informed that the Sea Point Police Station has diverse skills within its personnel. For 
instance, there are generalists and specialists. An example of the specialist skill that was cited was the ability 
to detect and deal with fraud conducted using skimming devices. A skimming device accesses electronic 
passwords and other secret data, and is used in scams to unlawfully read encoded data on the magnetic 
strips on credit and debit cards. The Sea Point Police Station has a dedicated “Commercial Unit” which has 
advanced investigative skills that are strengthened by training in electronics.  The unit monitors “hot spots” 
identified by banking institutions and the commercial industry where criminal syndicates operate and are able 
to catch them whilst a fraudulent transaction is in progress. 

The Station Commissioner was confident that with the current skills available within staff, the Police Station 
would be able to handle the 2010 Soccer World Cup.

10.3.1.5 There are no CCTV Cameras in and around the Police Station

The inspection team was informed that there are wireless cameras installed in the Policing precinct, however, 
it was indicated that they do not work properly, as a result The Police Station uses private CCTV cameras 
when they are needed to acquire footage of crime scenes in areas where these CCTV cameras are available. 
The inspection team was informed that efforts were made to have adequate cameras installed in and around 
the stadium during the 2010 World Cup Soccer.  

10.3.1.6  There are no vehicles in good working condition for the Police Station to handle demands of the 
2010 Soccer

The inspection team was informed that currently, the Sea Point Police Station has 42 vehicles in working order, 
which are not sufficient to handle the demands of the 2010 Soccer World Cup.  The Station Commissioner 
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also reported that the Police Station’s response time is 12 minutes, as opposed to the set standard of 20 
minutes. He, however, highlighted that given the large volume of spectators expected for the 2010 Soccer 
World Cup, the Police Station would not be able to maintain their response time due to the environmental 
factors, e.g. additional traffic and road closures. The team was informed that the issue of vehicles would be 
addressed within the master plan for the 2010 Soccer World Cup preparations.

10.3.1.7 There is no budget provided for the preparations of the 2010 Soccer World Cup

The inspection team was informed that there is a 2010 Soccer World Cup budget.  However, the Station 
Commissioner informed the team that he has neither been informed about the amount budgeted for the 
2010 Soccer World Cup, nor has he been requested to make an input into that budget. He further mentioned 
that an additional budget will be provided to the Sea Point Police Station to cope with the demands of the 
2010 Soccer World Cup.

10.3.1.8 The Police Station does not have a plan to accommodate non-South African speaking languages

The inspection team was informed that currently there is a problem at the Police Station with regard to the 
translation of languages. The Police Station relies on bringing in a member of the community to assist with 
translation of a foreign language, if and when the need arises. Given the context of a Soccer World Cup, it 
was mentioned that not having translators could pose a serious problem. 

10.3.1.9 Police Station has supported previous major events in the Province

The Station Commissioner informed the inspection team that the Police Station has successfully supported 
previous major events in the area. It was mentioned that the Police Station has been involved in events such 
as President Mandela’s 46664 concert, and the Minstrels carnival. It was further mentioned that certain 
crimes were reported on the periphery of the stadium during these events.  These included property crimes, 
car break-ins, etc.  The inspection team was informed that after each major event, proper debriefing takes 
place where all stakeholders that participated in the events get together to discuss and share lessons learnt.  
These lessons are translated into a plan to ensure that future events benefit from them.  This exercise was 
reported to have assisted in achieving remarkable success in improving service delivery.

10.3.1.10  Do you have specific challenges around the preparations of the 2010 Soccer World Cup?

The Station Commissioner raised concerns about the following issues:

•  Lack of an integrated strategy to deal with the homeless people.  The inspection team was informed that 
these people posed a grave public relations risk.

•  There was a concern about the approach around dealing with sex workers in that part of the city. The 
Station Commissioner was concerned that brothels open an avenue for drug peddling.

•  Although there was a marked decrease in crime since 2003, there is still a concern about some immigrants 
in the area involved in the peddling of drugs and pimping of prostitutes. 

10.3.2 Unannounced Inspections

Unannounced inspections were conducted at the Sea Point, Gugulethu and Mannenberg Police Stations. The 
main aim of the unannounced inspections was to determine the compliance levels of Police Stations with 
the service delivery requirements of the Batho Pele principles. The inspections were guided by the PSC-
developed checklist which contained issues relating to the Batho Pele principles. The following reflects the 
key findings from the above mentioned Police Stations.
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10.3.2.1  Observing facilities

Citizens should have equal access to the services to which they are entitled. One measure of ensuring 
accessibility is to adapt and improve the physical conditions of service delivery sites for easier accessibility.  
The inspection team observed that all three Police Stations had inside and outside signage indicating way-
finding.  The signage to the Sea Point Police Station was not clearly displayed from the road. The Mannenberg 
and Gugulethu Police Stations displayed large, visible signages which were clearly visible from the main roads. 

There were no signs indicating parking for visitors.  There were also no directions from the parking area /
road entrance to the reception areas. At all three sites, business hours and services rendered were not 
displayed.  This was due to the fact that Police Stations operate 24 hours a day.  All three sites had ramps to 
facilitate easier access for people with disabilities.  

All the inspected sites were clean inside and the physical conditions of the buildings ranged from being 
fairly good at Sea Point Police Station, much better looking at Gugulethu, to an extremely spacious, well 
maintained building at Mannenberg.  Sea Point Police Station was in need of painting and proper signage.  The 
reception areas at all three Police Stations were clean with chairs or benches for clients to sit on.  All three 
sites had well equipped victim support rooms with clean toilets, a shower or a bath, comfortable couches, a 
kiddie’s corner with appropriate pictures and toys, and kettles, with cups and saucers.

10.3.2.2  Access to information

The Batho Pele principle of Access and Information require information to be readily available to customers 
to empower them and to address their needs.  During the inspection it was noted that the three sites had 
security check-points.  However, these check-points were not manned and did not have a person assigned 
to guide and direct people on arrival to the reception areas.  A service charter was only displayed in the 
reception area of the Sea Point Police Station, and displayed in English only.  At Gugulethu Police Station, the 
Batho Pele flags were displayed at the entrance gate of the Police Station, however, service charter/standards 
were not displayed in the reception area. The display of service standards provides customers with some 
information on the level of service they can expect and promotes engagement for improved service delivery.  

All three Police Stations had suggestion or complaint boxes located in the reception areas as well as complaints 
registers on the counter in the reception areas.  The Officers in charge at all Police Stations were responsible 
for the complaints box / register. The inspection team was informed that the Office Manager would empty 
the contents of the suggestion box and record all complaints, compliments and comments from citizens.  
These would be discussed in the management meetings where steps were taken to address concerns and to 
compliment personnel, where necessary.  The inspection team noted that the Police Stations attach value to 
the inputs made by citizens. 

It was also interesting to note that in Gugulethu, the Complaints Procedure to be followed by citizens as 
stipulated by the Minister for Safety and Security was displayed in the reception area, but this was in English 
and Afrikaans only.  Suggestion boxes and complaint registers are important in engendering a participatory 
approach in service delivery and encourage openness and transparency on the part of SAPS.  This practice is 
in line with the Batho Pele Principle of Consultation.

10.3.2.3  Observing staff

Wearing of name tags or badges fosters the spirit of transparency, openness, accountability and accessibility.  
The inspection team observed that front-line/reception personnel at Gugulethu and Mannenberg Police 
Stations did not wear nametags or badges.  Only the personnel at Sea Point Police Station had their name 
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badges on.  It was interesting to note that all back-office personnel at all the Police Stations were wearing 
name badges. Wearing of name badges is important especially when a need arises for citizens to follow up 
on particular cases. 

Staff demonstrated professionalism and appeared friendly – although a bit wary of the inspection team’s 
presence.  They were all aware of the importance of the practice of the Batho Pele Principles in the Public 
Service. At Gugulethu Police Station, the inspection team was shown a poster displayed for staff members 
regarding how they should serve clients in the spirit of Batho Pele.  In Mannenberg Police Station, personnel 
was aware and indicated that they had received training on serving clients in the spirit of Batho Pele. One 
female officer at the front desk was busy reading the newspaper when the inspection team visited this area 
and name tags were concealed by over-coats.

10.3.2.4  Talking to staff

The morale of personnel plays an important role in effective service delivery and staff concerns should be 
listened to and effective measures should be employed to address their concerns.  Equally important are 
inputs from staff to encourage innovation and to improve service delivery.  Generally, all personnel were 
satisfied with their offices, although at Gugulethu Police Station, there seemed to be a lack of computers for 
use by front-line personnel.  There was, however, a fully stocked desk for their use, containing all the relevant 
forms.  The back office seemed well equipped. Personnel informed the inspection team that they interacted 
very well amongst each other. 

Police services are 24 hr service and therefore should ensure that personnel alternate in taking breaks to 
allow smooth rendering of service. The inspection team happened to be at Mannenberg Police Station during 
lunch time, and the front office as well as the reception area was adequately staffed.

Further engagement with personnel indicated that there is a need for a room to be used by staff during lunch 
breaks.

10.3.2.5  Talking to citizens/service users

Citizens as consumers of the services provided by the institutions are in a better position to give feedback 
on the state of service delivery. Their views and comments are important in improving service delivery.  The 
inspection team had an opportunity to speak to some service users at all Police Stations. 

Clients were generally satisfied with the services they received at all three sites. The interviewed citizens 
indicated that they were very happy with prompt service delivery. They indicated that they were usually 
assisted immediately on arrival and that they were treated with dignity and courtesy. They further informed 
the inspection team that personnel were always friendly and knowledgeable. There was a long queue at 
Gugulethu Police Station, which created the impression that clients were not being assisted expeditiously, but 
on engaging the citizens it was established that three or four people had accompanied one complainant, and 
they filled up the reception area. On the date of the inspections, most of the citizens at the sites were there 
to have documents certified by a commissioner of oaths. Other complaints involved domestic violence. Most 
citizens took about five to ten minutes to travel to the service delivery site.  All citizens were aware of the 
complaints handling system and procedures as was explained to them by the front-line staff.

10.3.2.6 General observations

All three Police Stations were well-enclosed by fencing and gates.  The sites appeared to have a relatively safe 
environment reporting minimal criminal activities in and around their premises. Mannenberg Police Station 
was totally secure with all entrances and exists beyond the reception area having security gates which buzzed 
open after insertion of the security code.  
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There was adequate parking, although the parking area for clients was not designated by any road markings.  
The Sea Point and Mannenberg Police Stations had air conditioning. Gugulethu Police Station was well-
ventilated, but appeared less resourced in terms of technology.  All three sites had facilities for disabled 
clients.  Toilet facilities and drinking water were accessible to members of the public.  It was encouraging 
to observe that Gugulethu and Sea Point Police Stations both displayed their vision and mission statements 
where they can be easily noticed.  Vision and Mission statements are road-maps for the organisation which 
directs their activities with the aim of ensuring that they are not distracted from their set goals.  At Gugulethu 
Police Station, there was a clear plaque displaying the photograph of the Station Commissioner and his 
contact numbers, as well as a photograph of the Captain on duty.  

10.4  RECOMMENDATIONS

10.4.1  Announced Inspections

It is recommended that:

•  The National and Provincial SAPS Offices engage and inform the Sea Point Police Station Commissioner 
about National and Provincial preparations for the 2010 Soccer World Cup.

•  A joint strategy needs to be developed with relevant stakeholders to address concerns around matters 
that will impact on safety and security during the 2010 Soccer World Cup event, i.e. the homeless people 
in the area and the activities of sex workers and drug peddlers. 

•  That discussions be held between National, Provincial SAPS Offices and the designated Police Station 
regarding additional staff, resources and funding as these will impact on the effectiveness of the Police 
Station to handle the demands of the 2010 Soccer World Cup.

10.4.2  Unannounced Inspections 

It is recommended that:

•  Clear and visible inside and outside signage be displayed at Police Stations.  
•  National and Provincial SAPS Offices assist Police Stations in developing service charters/standards. 

Once developed, they will be displayed to provide customers with a clear indication of the type of 
service rendered and standards to be expected.

•  Personnel wear name badges to enhance transparency, openness and accountability.  These also make it 
easier for customers to identify the person who has served them.

•  The complaints procedure and a suggestion box be displayed at Mannenberg Police Station.
•  Personnel at all sites be acquainted with the Batho Pele Principles and the Code of Conduct to ensure an 

improved work ethic.  
•  The Station Commissioner and Captain on duty’s details should be clearly displayed at the Sea Point and 

Mannenberg Police Stations. 



C
ha

pt
er

 E
le

ve
n

South African Police Service: 
National Head Office

81



82

11.1 INTRODUCTION

This chapter presents the findings of the announced inspections conducted at the South African Police 
Service (SAPS) at the National Head Office. The inspection took place on the 20th of August 2008 and the 
focus was on the readiness of the SAPS to support the Soccer World Cup. This chapter concludes with the 
recommendations for the SAPS National Head Office.

11.2 KEY FINDINGS

The inspection team that visited the National Head Office established that the South African government 
provided a number of guarantees that were detailed in the South African bid document to host the 2010 
Soccer World Cup. Safety and security features prominently among these guarantees. In this regard, the 
SAPS guarantees to FIFA are to undertake all security measures necessary to ensure general safety and 
personal protection, especially at the airports, inside and outside hotels where teams and officials will be 
staying, stadiums where matches will be played, training grounds, the international broadcasting centres, 
media centres, official areas and other areas where accredited persons and /or spectators will be present.

The inspection team also found that planning arrangements for safety and security in relation to the 2010 
Soccer World Cup are coordinated by the state security services referred to as Joint Operational and 
Intelligence Structure (JOINTS). The JOINTS operate in conjunction with the Security Directorate established 
by the Local Organising Committee (LOC) in consultation with FIFA. SAPS is the primary operational driver 
and coordinator of the state safety and security in the JOINTS. 

During the inspections, the team established that the JOINTS comprises the following 14 permanent member-
institutions, who meet on a regular basis and are represented by senior managers: 

• South African Police Service.
• South African National Defense Force.
• National Intelligence Coordinating Committee.
• National Intelligence Agency.
• South African Secret Services.
• Department of Justice and Constitutional Development.
• Department of Correctional services.
• Department of Social Development.
• Department of Foreign affairs.
• Department of Home Affairs.
• Department of Provincial and Local Government.
• Department of Transport.
• National Treasury.
• South African Revenue Service.

The inspection team further established that the main function of the JOINTS is to coordinate the planning 
for, and the execution of all law enforcement, crime combating and other operations relating to safety, 
security and stability between the member Departments and the Justice, Crime Prevention and Security 
Cluster. The above-mentioned Departments are considered operational decision makers for operations, 
intelligence, planning and implementing purposes.

Currently, the JOINTS coordinating structure operates at the following levels:

• National JOINTS (NATJOINTS) – Strategic level.
• Provincial JOINTS (PROVJOINTS) – Operational level.
• Local JOINTS (LOCJOINTS) – Tactical level.
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Furthermore, it was brought to the attention of the inspection team that the planning for the 2010 Soccer 
World Cup takes place at the NATJOINTS (strategic level), wherein the  World Cup SAPS safety and 
security master plan had been developed for presentation to the LOC and FIFA. Upon approval of the plan 
by LOC and FIFA, the plan will be made available to the PROVJOINTS and LOCJOINTS for operational and 
tactical implementation.

The inspection team also learnt from the SAPS National Head Office that ten (10) Police Stations across the 
country and within close proximity of the identified World Cup stadiums have been identified and designated 
to support the event. Although the Police Stations have been identified, they are currently not involved in the 
planning of the safety and security matters for the World Cup as planning is currently at the strategic level 
(NATJOINTS). However, the 10 identified Police Stations are currently being upgraded and for the purpose 
of 2010, they will also be used as detention centres. The following table highlights the SAPS 2010 Soccer 
World Cup designated Police Stations per host city:

Table 15:  2010 Soccer World Cup designated Police Stations per host city
Designated Police 
Stations

Stadium Host City Province

Sunnyside Police Station Loftus Stadium Pretoria Gauteng
Jeppe Police Station Ellis Park Stadium Johannesburg Gauteng
Booysens Police Station FNB Stadium Johannesburg Gauteng
Durban Central Police 
Station

Moses Mabida Stadium Durban KwaZulu-Natal 

Seapoint Police Station Greenpoint Stadium Cape Town Western Cape
Mount Road Police Station Nelson Mandela Stadium Port Elizabeth Eastern Cape
Parkroad Police Station Vodacom Stadium Bloemfontein Free State
Polokwane Police Station Peter Mokaba Stadium Polokwane Limpopo
Nelspruit Police Station Bombela Stadium Nelspruit Mpumalanga
Phokeng Police Station Royal Bafokeng Stadium Rustenburg North West

The inspection team found that safety and security measures during the 2010 Soccer World Cup will be 
operated inside and around the Stadiums through a venue operation centre and a mobile command centre, 
respectively. Therefore, the identified Police Stations will be used as back-up for detention and a link with 
the 2010 Soccer World Cup Special Courts which are meant to effect justice and service delivery as speedily 
as possible.

The following highlights the findings of the inspection as guided by the PSC checklist:

11.2.1 A 2010 Soccer World Cup SAPS Integrated Strategy is in place

The inspection team established that as part of the response strategy to the government guarantees and, in 
particular, SAPS guarantees to FIFA, a security master plan has been developed through the JOINTS. At the 
time of the inspection, the master plan was due to be submitted to the LOC and FIFA for approval. Although 
the inspection team saw the plan, they could not be allowed to peruse the document as it had to be approved 
first by the LOC and FIFA.

The inspection team also learnt that once the master plan had been approved, the plan would be cascaded 
to PROVJOINTS and LOCJOINTS. At these levels, the plan will be translated from strategic to operational 
and tactical levels for security and law enforcement of the 2010 Soccer World Cup games.
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The operational plan is structured according to different phases and SAPS is currently on the run-up phase 
(dry –run phase). The following table shows the different phases and time frames of the plan:

Table 16:  Phases and time frames of the operational plan
Phase Time frames
Run-up phase May 2004 to mid June 2009
Confederation Cup Mid-June 2009 to July 2009
Pre-Tournament Phase July 2009 to mid June 2010
Opening ceremony Mid-June 2010
Tournament Phase 11 June 2010 to 11 July 2010
Final and Closing Phase Mid-July 2010
Post World Cup Phase Mid-July 2010 to end July 2010

The inspection team further noted that the plan focused on the following:

•  Crime prevention and combating, particularly the priority crimes such as car hijacking.
•  Intelligence which includes terrorism, violence in the transport industry, hooliganism, counter intelligence, 

vetting, accreditation and labour unrest.
• VIP protection, including government and FIFA’s VIP’s and VVIP’s.
• Border security including airports, sea ports and land ports.
• Border line (maritime plan) security including the coastal waters.
• Tourism security.
•  City security including official and public accommodation, restaurants, bars, event centers, shopping 

complexes, routes and red light areas. In terms of the city security, the inspection team was informed 
that SAPS intends to put investigating teams in place. In partnership with the Department of Justice, 2010 
FIFA World Cup Special Courts will be put in place. The special Courts will involve other Departments 
like Home Affairs and Foreign Affairs, since criminal cases might also involve foreign nationals.

11.2.2  There is a dedicated division/staff responsible for 2010 Soccer World Cup preparations in 
the SAPS

The inspection team found that for the purposes of 2010 Soccer World Cup, safety and security preparations 
are coordinated from the Office of the Deputy National Police Commissioner. The Deputy National Police 
Commissioner is the chairperson of the NATJOINS planning committee. The Deputy National Police 
Commissioner is further supported by a SAPS planning team that has been established to give effect to the 
operational and overall safety and security responsibility of the JOINTS. By placing the 2010 Soccer World 
Cup preparations in the office of the Deputy National Police Commissioner shows the commitment of SAPS 
to the process. This is a strategic and influential position in the SAPS.

11.2.3 There is adequate personnel to handle the 2010 Soccer World Cup at SAPS

The team established that there will be adequate personnel to handle the safety and security matters of the 
2010 Soccer World Cup, both from the point of preparations and operations. It was further established that 
a plan had been put in place to recruit 5 000 police officials to handle the country’s border exit/entry points 
and that there will be 31 000 visible police officials throughout venues. An additional 10 000 Police reservists 
will also be made available.
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11.2.4  A plan has been put in place to address specific skills to deal with crime during the 2010 
Soccer World Cup

The team found that an inter-departmental training committee has been established to look into the training 
needs of the police personnel. The team further established that a curriculum approved by the Safety and 
Security Sector for Education and Training Authority (SAS SETA) will be implemented to address security 
training needs to handle the 2010 Soccer World Cup. The training will be made available to members of SAPS 
as well as the private security industry that will be selected to assist during the 2010 Soccer World Cup.  

The inspection team noted that members of SAPS have acquired experience in the previous major events 
hosted in the country such as the 2003 Cricket World Cup. Furthermore, SAPS sent some officials to the 
Germany Soccer World Cup in 2006 and the Chinese Olympic Games in 2008 to learn and acquire the 
required skills to handle the 2010 Soccer World Cup. The lessons learnt by officials during such events would 
be helpful in SAPS efforts to contribute towards the successful hosting of the 2010 Soccer World Cup.

11.2.5  Plans have been put in place to acquire necessary equipment and facilities to support 2010 
Soccer World Cup

The inspection team found that the JOINTS had plans to establish a National Joint Operation Centre 
(NATJOC) shortly before the 2010 Soccer World Cup event. The NATJOC will be mirrored by the creation 
of the Provincial Joint Operation Centers (PROVJOC) in each province where FIFA World Cup matches 
will be played. At a host stadium level, a 24hr Venue Operational Centers (VOC) will also be established as 
on-site command and control structure. In essence, the NATJOC and PROVJOC will also operate on a 24 
hours basis as safety and security management and intelligence dissemination centers, and they will preside 
over the stadium’s VOCs.

The team further noted that mobile command centres in the form of fully functional mobile Police Stations 
will be assembled outside the stadiums to deal with criminal behaviour immediately. In cases where criminals 
require detention, they will be transported through readily available vehicles to the designated Police Stations 
for trial. 

11.2.6  There are adequate vehicles in good working condition for the designated Police Stations to 
handle demands of the 2010 Soccer World Cup

The inspection team found that specific kinds of vehicles have been purchased for the 2010 Soccer World 
Cup and these include high speed vehicles, highway patrol cars and luxury buses.

11.2.7 There is a budget available for the preparations of the 2010 Soccer World Cup

The team established that a budget for the preparation of the 2010 Soccer World Cup had been provided. 
For the 2008/09 financial year, SAPS was allocated R665m for training and equipment and for the 2009/10 
financial year, a budget of R640m has been allocated for deployment purposes. Allocation of adequate 
resources indicates SAPS’s commitment to contributing towards a successful 2010 Soccer World Cup.

11.2.8 Plans are put in place to accommodate non-South African speaking languages 

The team found that there was an existing policy on interpretation of foreign languages. In this regard, the 
policy will apply during 2010 to engage foreign nationals. The team established that all countries whose teams 
will be participating in the tournament, will send 15 police officials from their respective countries. These 
police officials will be roving with their teams as per the tournament itinerary and it is hoped that they will 
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also assist with interpretation. These foreign police officials will be registered with the designated Police 
Stations at the respective host cities. This will enable Police Stations to contact them with ease should the 
need arise.

11.2.9  There is a strategy to communicate safety and security tips to citizens and visitors during 
the 2010 Soccer World Cup

The inspection team established that a communication plan for 2010 had been put in place. The plan will also 
cover communication of safety tips to citizens and visitors. It will be important to raise awareness of the 
visitors about the potential risk areas and certain targeted crimes.

11.2.10   Some designated Police Stations have supported previous major events and others have 
not

The team found that the 2010 Soccer World Cup has necessitated the building of new stadiums in some 
Provinces. As a result these cities and in particular the Police Stations therein have never participated and or 
were never exposed to major events. However, in some cities, Police Stations have been involved in major 
events for instance the 2003 Cricket World Cup which was successfully hosted. 

Lessons learnt from these events were:

• Debriefing reports are important, as they inform SAPS on the successes and challenges of the events.
• Training is essential as it ensures that staff is well equipped and are able to execute their duties effectively.
• Availability of equipment is essential as it enables staff to work properly.

The team established that almost all stadiums will have an opportunity to test for their safety and security 
during the 2009 Confederation Cup games which are considered to be the dry run for FIFA 2010 Soccer 
World Cup.

11.2.11 There are specific targeted types of crime during the 2010 Soccer World Cup

The team noted that SAPS had identified “the trio crimes”, which are also on the National priority list of 
crimes. The following trio crimes are also considered to be a threat during the 2010 Soccer World Cup:

• Car hijacking.
• Robbery in residential areas.
• Robbery in business areas. 

11.2.12 There are challenges around the preparations of the 2010 Soccer World Cup

The challenges identified by SAPS officials around the preparations of the 2010 were:

•  Control measures at the border gates of the country. To this effect, officials informed the inspection team 
that SAPS has made contact with Interpol and the South African Regional Police Organising Committee 
(SARPOC) to deal with security matters at border gates.

•  Hooliganism was mentioned as one of the challenges facing the 2010 Soccer World Cup. Officials 
informed the inspection team that SAPS has a database of previous offenders who are classified under 
hooliganism. SAPS will be vigilant and make sure that such offenders are denied access into the country 
during the period of the tournament. However, SAPS is aware that despite the measures put in place, it 
might still be confronted with other forms of hooliganism.
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•  Translation of the 2010 strategic document into an operational plan, particularly the implementation of 
the plan at Provincial and local level is a challenge.

• Deployment of SAPS staff on the ground to fortify visible policing during the tournament is a challenge.
•  Preparations in relation to the Fan Parks and Public Viewing Areas are slow. Currently SAPS is able to 

plan for the stadiums because the capacity, structure and location of the stadiums are well defined as 
opposed to Fan Parks and Public Viewing Areas whose location has not yet been finalised.

•  The inspection team was also informed that normal police operations, particularly in the host cities, 
might be affected during the period of the tournament, since the focus will be on the tournament. 
However, this challenge is being factored in during the planning process.

11.3  RECOMMENDATIONS

•  SAPS National Head Office needs to ensure that officials in the designated Police Stations are well 
informed about the 2010 Soccer World Cup preparations. These are the officials who will operationalise 
the plan during the 2010 Soccer World Cup.

•  Internal communication within the SAPS workforce needs to take place effectively so that officials are 
well informed about the bigger role they will play during the 2010 Soccer World Cup period. 

•  SAPS needs to liaise with relevant authorities to determine the location of the Fan Parks and Public 
Viewing Areas as a matter of urgency. Due to the estimated high cost of tickets to enter the stadiums, 
it is likely that the majority of people will opt for Fan Parks and Public Viewing Areas. Lack of proper 
planning on the Fan Parks and Public Viewing Areas might have unexpected consequences.
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12.1  INTRODUCTION

Conducting inspections at the South African Police Service (SAPS) at the time the country is about to host 
the 2010 Soccer World Cup has provided the PSC with an opportunity to evaluate the performance of one 
of the key service delivery Departments in supporting the event, particularly from a safety and security 
point of view. It has further afforded the PSC an opportunity to witness service delivery in action, as it has 
allowed for direct interaction with staff and service users at Police Stations. Therefore, the outcomes of 
these inspections are a true reflection of the state of affairs at the SAPS National and Provincial Head Offices 
as well as Police Stations visited. 

This chapter presents the overall conclusion and recommendations covering the South African Police Service 
(SAPS) National and Provincial Head Offices and the Police Stations visited during the inspections. Therefore, 
the recommendations in this chapter are generic in nature, hence they are applicable to the SAPS in general. 
According to the PSC’s protocol on inspections, the lasting success of inspections depends on how and when 
the outcomes of the process are communicated to the line Departments and other implementing agencies. 
To this end, the PSC has communicated the findings and recommendations of this report to the Executing 
Authority and Accounting Officer of the SAPS. Subsequently, the PSC has received formal feedback from the 
SAPS on the implementation of the recommendations contained in this report. 

12.2 CONCLUSION

The inspection teams found that in most of the sampled Police Stations, officials were aware of the existence 
of the SAPS 2010 Soccer World Cup Integrated Strategy. However, the teams established that officials could 
not provide details of the strategy as they did not have a copy in place. The teams further found that planning 
for the 2010 Soccer World Cup was coordinated at the SAPS National Head Office. 

It was found that half of the sampled Police Stations had dedicated divisions/ staff responsible for the 
preparations of the 2010 Soccer World Cup. In this regard, the inspection team that visited the SAPS 
National Head Office established that the Office of the Deputy National Police Commissioner is responsible 
for safety and security preparations for the 2010 Soccer World Cup supported by the SAPS planning team 
that has been established to give effect to the operational and overall safety and security of the event. 

The inspection teams found that most of the sampled Police Stations did not have adequate personnel to 
handle the demands of the 2010 Soccer World Cup. However, the team that visited the National Head Office 
established that there will be adequate personnel to handle the safety and security matters of the 2010 
Soccer World Cup, from both the point of preparations and operations. 

In some of the sampled Police Stations, it was found that there is a requirement for specific skills such as 
crowd management, investigative skills, advanced crime prevention trauma and victim support to deal with 
crime during the 2010 Soccer World Cup. However, at the National Head Office, it was established that an 
inter-departmental training committee had been established to look into the training needs of the police 
personnel in preparation for the 2010 Soccer World Cup.

The inspection teams found that more than half of the sampled Police Stations had CCTV cameras installed 
in and around the cities, however, it was established that most of these cameras belonged to the local 
municipalities. It was further found that most of these cameras were not well maintained. During inspections 
at the National Head Office, the team found that the SAPS had planned to establish a National Joint Operation 
Centre (NATJOC) shortly before the 2010 Soccer World Cup. NATJOC will be mirrored by the creation of 
the Provincial Joint Operations Centre (PROVJOC) in each province where FIFA World Cup matches will 
be played as well as Venue Operation Centres (VOC) at the host stadiums. This will be a 24 hours on site 
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command and control structures which provides a live recording of all incidents happening in and around the 
stadiums, thus feeding into the PROVJOC AND NATJOC.

It was observed that almost all sampled Police Stations did not have adequate vehicles in good working 
condition to handle the demands of the 2010 Soccer World Cup. However, at the National Head Office, the 
inspection team found that specific kinds of vehicles have been purchased for the 2010 Soccer World Cup 
and these include high speed vehicles, highway patrol cars and luxury cars.

The inspection teams found that all sampled Police Stations did not have a specific budget to prepare for the 
2010 event. However, at the SAPS National Head Office, the team found that during the 2009/10 financial 
year, a budget of R665m was allocated for equipment and R640m was allocated for staff deployment purpose. 

The inspection teams found that half of the sampled Police Stations did not have interpreters to accommodate 
non-South African language speakers during the 2010 Soccer World Cup. However, it was established at the 
National Head Office that there was an existing policy on interpretation of foreign languages. The inspection 
team also found that all countries whose teams will be participating in the tournament will send 15 police 
officials from their respective countries. These officials will be roving with their teams as per the tournament 
itinerary and it is hoped that they will also assist in law enforcement and language interpretation.

Half of the sampled Police Stations did not have plans in place to communicate security tips to citizens and 
visitors during the 2010 Soccer World Cup. However, the inspection team that visited the National Head 
Office found that a plan had been put in place for this purpose. The plan will also cover communication of 
safety tips to citizens and visitors.  

All sampled Police Stations had previously been involved in major events in their cities. These include amongst 
others local and international soccer derbies, Rugby Tri-nations matches, Cricket World Cup and President 
Mandela 46664 concert.

All sampled Police Stations have targeted types of crimes which are considered a threat in their areas during 
the 2010 Soccer World Cup. These include car hijacking, hooliganism, public drinking, robbery in residential 
and business areas. 

In most of the Police Stations visited, officials mentioned that possible venues and locations for Public Viewing 
Areas and Fan Parks were not as yet identified, which makes planning difficult.

Most of the Police Stations visited had acceptable outside signage. However, at some of the Police Stations 
visited, there was no display of business hours, list of services rendered, prior requirement before accessing 
the services and the cost thereof. The common reason for lack of displaying such information was that 
citizens were aware of what services were rendered and that Police Stations provide a 24 hour service.

More than half of the Police Stations visited had Service Charters displayed. However, in all Police Stations in 
the Eastern Cape and KwaZulu-Natal , these were found to be written in English only. The inspection teams 
further noted that in half of the Police Stations visited suggestion boxes or complaint boxes were displayed. It 
was, however, noticed that some Police Stations did not have complaint procedure to be followed by citizens 
as when lodging a complaint.

The inspection teams observed that in almost all Police Stations visited front line staff was wearing name tags. 
In most Police Stations, back office staff was found not to be wearing name tags. It was indicated that back 
office staff do not interact with members of the public, thus making it unnecessary for them to wear name 
tags. An encouraging positive finding was that in all Police Stations visited, the staff members appeared polite, 
friendly knowledgeable and professional in their conduct.
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In some Police Stations visited, service users expressed happiness at the prompt service received from the 
South African Police Service. It was further found that they were treated courteously. However, in more than 
a half of the Police Stations visited, citizens were not happy mainly with the waiting period before they were 
assisted and the distance travelled to access services which was long and tedious. 

In general, most Police Stations visited had access to drinking water for the public, however in some Police 
Stations there were no proper facilities as the water was meant for watering the garden. In addition, air 
conditioning facilities were found to be in place in most Police Stations, although they were not in good 
working condition.

12.3  GENERAL RECOMMENDATIONS

12.3.1 ANNOUNCED INSPECTIONS

•  The relevant sections of the SAPS 2010 Soccer World Cup Integrated strategy and the operational plan 
should be discussed with Soccer World Cup designated Police Stations for the effective implementation 
thereof.

•  SAPS National and Provincial Head Offices should ensure that all 2010 Soccer World Cup designated 
Police Stations are involved in the planning process for the event. This will assist in ensuring that they 
understand their role in the bigger picture as early as possible.

•  The National and Provincial Head Offices should ensure that before 2010, all designated Police Stations 
have adequate personnel, vehicles and other required equipments, which will be used to handle the 
demands of the 2010 Soccer World Cup.

•  SAPS National Head Office should ensure that police personnel is trained accordingly in order to enable 
them to perform their duties effectively in support of the 2010 Soccer World Cup.

•  Internal communication within the SAPS workforce needs to take place effectively so that officials, 
particularly at the designated Police Stations are aware of the SAPS communication strategy to 
communicate safety tips and also understand the activities and role they will play during the 2010 Soccer 
World Cup period.

•  SAPS needs to liaise with relevant authorities to determine the location of the Fan Parks and Public 
Viewing Areas as a matter of urgency. Due to the estimated high cost of tickets to enter the stadiums, 
it is likely that the majority of people will opt for Fan Parks and Public Viewing Areas. Lack of proper 
planning on the Fan Parks and Public Viewing Areas might have unexpected consequences.

•  The SAPS should consolidate lessons learnt from supporting previous major events in order to share 
these with SAPS officials across the country, particularly those in the designated Police Stations for the 
purpose of the 2010 Soccer World Cup.

12.3.2 UNANNOUNCED INSPECTIONS

•  Police Stations should be encouraged to display prior requirements that are needed before clients can 
access service, business hours and list of services available. This will inform the citizens about requirements 
and will expedite the service delivery because citizens would already know what is expected of them.

•  The SAPS National and Provincial Head Offices need to assist Police Stations in developing service 
delivery charters to ensure that service users know the type of service rendered and standards thereof. 
Once developed, service delivery charters should be translated into local languages and be displayed 
where they could be easily noticed by members of the public. Provincial Head Offices should monitor 
compliance with the delivery charters.

•  Complaints registers and/or suggestion boxes should be displayed. In addition, a complaint handling 
process should also be visibly displayed. Police Stations management should ensure that issues raised by 
service users are addressed and service users informed about the steps taken in this regard. 

•  The wearing of name tags should be encouraged in line with the Batho Pele principle of transparency 
and openness. All officials should be encouraged to wear name tags in order to promote uniformity and 
consistency.
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ANNEXURE A

ANNOUNCED INSPECTIONS CHECKLIST

Name of Service Delivery Institution
Date of inspection
Inspection Team Members
Names and designation of Interviewed  Personnel

ITEM RATINGS (Please Tick Box)
1.  Are you aware of the 2010 Soccer World  

Cup Integrated Strategy of SAPS?  
 

Yes No On Plans

1.1 If yes, which areas will your Police Station focus on, in terms of the strategy?

2.  Is there a dedicated division/staff responsible 
for 2010 preparations in your Police Station?

Yes No On Plans

3.  Do you have adequate personnel for the Police 
Station to handle the 2010 Soccer World Cup?

Yes No On Plans

4.  Does your Police Station require specific skills 
to deal with crime during the 2010 Soccer 
World Cup?

Yes No On Plans

4.1 If yes, does your Police Station have such skills? Yes No On Plans
5.  Do you have CCTV Cameras in and around 

your Police Station?
Yes No On Plans

5.1 If yes, are they functioning effectively?

6.  Do you have adequate vehicles in good 
working condition for the Police Station to  
handle demands of the 2010 Soccer World 
Cup?

Yes No On Plans

7. Do you have a budget provided for the 
preparations of the 2010 Soccer World Cup?

Yes No On Plans

7.1 If yes, how much has been allocated to your Police Station?
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8.  Will your Police Station have interpreters to 
accommodate non-South African speaking 
languages?

Yes No On Plans

9.  Do you have a strategy to communicate safety 
and security tips to citizens and visitors during 
the 2010 Soccer World Cup?

Yes No On Plans

10.  Has your Police Station been involved in previous 
major events?

Yes No On Plans

10.1 If yes, list lessons learnt from such involvement.

11.  Do you have specific targeted types of crime 
which you consider a threat in your area, 
especially during the 2010 Soccer World Cup?

Yes No On Plans

11.1 If yes, List such crimes.

12.  Do you have specific challenges around the 
preparations of the 2010 Soccer World Cup?

Yes No On Plans

12.1 If yes, list those challenges.

General Comments:

ANNEXURE A
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ANNEXURE A

UNANNOUNCED INSPECTIONS CHECKLIST

Name of Service Delivery Institution (Police Station)
Date of inspection
Inspection Team Members
Names and designation of Interviewed  Personnel

(Adopted from the DPSA’s Unannounced visits checklist)

ITEMS Ratings (Please tick Box)
Facilities

1. Is the reception clearly identified? Yes No
2. Outside signage Yes No
3. Inside signage gives proper information Yes No
4. Business hours reflected Yes No
5. Services rendered displayed Yes No
6.  Prior requirements to accessing services 

displayed
Yes No

7. Cost of services displayed Yes No
8. Police Station/ building in good condition Yes No
9. Ramps for people with disabilities Yes No
10.  Cleanliness Yes No
Comments:

Access to Information

11.   Is there a staff member who guides and directs 
people on arrival to the appropriate service 
points?

Yes No

12.  Is there a service charter/standards displayed? Yes No
13.   If yes does it reflect the dominant languages of 

the region?
Yes No
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14.  Is it appropriately placed (visible) to  citizens? Yes No
15.  Is there an information or help desk? Yes No
16.   Is the desk stocked with appropriate forms and 

material?
Yes No

17.  Is the desk staffed? Yes No
18.   Is there a complaints register or suggestion 

box?
Yes No

19.   Is complaint's procedure clearly indicated to 
citizens?

Yes No

Comments:

Observing staff

20. Front staff wearing name badges Yes No
21. Back office staff wearing name badges Yes No
22. Staff appears friendly Yes No
23.  Staff appears professional (efficient and knowl-

edgeable)
Yes No

Comments:

Talking to citizens

24.  Did you wait too long before someone assisted 
you?

Yes No

24.1 If yes, how long?

25.  How long did you wait for the service after 
application?

Yes No

26.  How long did you travel to reach the service 
point?

Yes No

27.  Have you lodged a complaint with the office? Yes No
28.  Are you aware of the office's complaints handling 

system and procedures? 
Yes No

29.  Did you feel that you were treated with 
courtesy?

Yes No

General perception of service, comments and complaints:

ANNEXURE A
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Talking to staff

30. Is the counter area appropriate? Yes No
31.  Are computers and equipment available at 

counters?
Yes No

32.  Does is it appear that there is enough staff on 
duty to help citizens?

Yes No

33.  Are lunch and other breaks taken without dis-
rupting services?

Yes No

34.  Which other approaches are used to improve ac-
cess to services especially to previously disadvan-
taged people?

Yes No

35.  Are back office environment conducive to ef-
ficiency/support of front office

Yes No

36.  Are there any best practices regarding the imple-
mentation of Batho Pele principles

Yes No

37.  Are there any constraints that impede on the 
implementation of Batho Pele principles

Yes No

Comments:

General Observations:

38. Air conditioning/heating Yes No
39. Access to water for the public Yes No
40. Toilet facilities Yes No
41. Facilities for the disabled Yes No
42. Parking sufficient Yes No
43. Safety of service point location Yes No

ANNEXURE A


