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Vision

The Public Service Commission is an independent and impartial body created by
the Constitution, 1996, to enhance excellence in governance within the Public Serv-
ice by promoting a professional and ethical environment and adding value to a pub-
lic administration that is accountable, equitable, efficient, effective, corruption-free
and responsive to the needs of the people of South Africa.

Mission

The Public Service Commission aims to promote the constitutionally enshrined
democratic principles and values of the Public Service by investigating, monitoring,
evaluating, communicating and reporting on public administration. Through research
processes, it will ensure the promotion of excellence in governance and the delivery
of affordable and sustainable quality services.
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Foreword

Since the advent of democracy, the South African government has made
concerted efforts in transforming the Public Service so that it responds
to the needs of its citizens. Improved service delivery has become
the cornerstone of all government programmes. The government has
embraced a citizen-centred development approach which requires
active involvement and participation of citizens not only in service

delivery, but also in the policy and strategy formulation. To this end, this

citizen-centred approach adopted by the government is entrenched in
the Constitution (1996) which requires the Public Service to engage the public in governance processes. Citizens'
engagement is critical in ensuring that the citizens' views and perspectives are considered in informing government’s

planning and policy making processes.

The Public Service Commission (PSC) has over the years developed various tools and methodologies to engage
citizens. One such methodology has been the undertaking of Citizen Satisfaction Surveys. The PSC’s surveys have
provided a wealth of information on the levels of citizen satisfaction with services provided by various government
Departments. However, during 2009/10 the PSC realised the need to improve the basis upon which its Citizen
Satisfaction Surveys are conducted, thereby developing South African-specific drivers of citizen satisfaction. These
drivers were used in a pilot study to determine citizens' level of satisfaction with the services rendered by the
provincial Departments of Transport and Health, and the national Departments of Home Affairs, Police, Labour
and Justice and Constitutional Development.

The findings of this pilot study show that both the service delivery experts and service users found the drivers
to be relevant to the South African context and appropriate to determine South Africans’ level of satisfaction
with the delivery of public services. Timeliness in the delivery of services was ranked the highest driver of citizen
satisfaction, whereas value for money in service delivery was ranked lowest. The findings also show that the low-
est level of overall citizen satisfaction is with the national Department of Justice and Constitutional Development,

and the highest level is with the national Department of Police.

The PSC wishes to thank the Canadian-based Institute for Citizen-Centred Service (ICCS) for generous-
ly sharing its experiences on the development of the drivers of citizen satisfaction, the Canadian International
Development Agency (CIDA) for facilitating the interaction between the PSC and the ICCS, and the German
Agency for Technical Cooperation (GTZ) for funding part of this study.

It is with pleasure that | present the pilot report on the Citizen Satisfaction Survey based on the South African-
specific drivers of citizen satisfaction. | trust that the findings and recommendations contained in this report will
assist the Departments in improving the service delivery to the citizens.

DR RR MGIJIMA
CHAIRPERSON: PUBLIC SERVICE COMMISSION
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Executive Summary
INTRODUCTION

In order to execute its Constitutional mandate on monitoring and evaluation, the Public Service Commission (PSC)
has developed various tools to determine the views and perceptions of citizens on public service delivery. One of
the methodologies is the Citizen Satisfaction Surveys launched in 2001/02. The PSC has, during 2009/10 identified
a need to ensure that the model on which its Citizen Satisfaction Surveys are based is improved. It was therefore
deemed important that such an improvement should be guided by what South African citizens regard as important
when they make judgments about the quality of public services. To this end, the PSC reviewed key policy docu-
ments as well as its previous reports in order to develop the South African-specific drivers of citizen satisfaction.

The drivers are Accessibility to public services, treating the citizens with Courtesy and consideration,
Timeliness in the provision of services, availability of Information on public services, the Knowledge
and Competence of officials, the condition of the Facilities in which services are delivered, Fairness and
Equity in service delivery, Value for Money in Public Service delivery, providing Redress where a prom-
ised standard of service has not been met and Outcome of the encounter with the Public Service. The
above-mentioned drivers were used during 2009/10 as a basis for conducting a pilot survey to determine the

citizens' level of satisfaction with services provided by government Departments.
OBJECTIVES OF THE STUDY

The objectives of the study were to:

* Develop South African-specific drivers of citizen satisfaction.
* Pilot the drivers of citizen satisfaction with selected service delivery Departments.
* Assess the citizen'’s level of satisfaction with the services rendered by the selected Public Service Departments,

based on the South African-specific drivers of citizen satisfaction.
SCOPE OF THE STUDY

The scope of the study included provincial Departments of Health and Transport as well as national Departments

of Home Affairs, Labour, Police and Justice and Constitutional Development.
METHODOLOGY
Sampling

A purposive sampling procedure was applied in selecting the Departments and their service delivery points. Such
sampling is useful in selecting a section of the research population which in the researchers judgment will provide
the most useful information for the study.In this regard, the above-mentioned Departments were sampled together
with certain service delivery points. In addition, a random sampling procedure of service users of the Departments

was applied. This procedure affords every service user an equal opportunity of being sampled.




DATA COLLECTION PROCESS

Data was collected in two phases in line with the objectives of the study:

Phase One: During phase one, policy documents and relevant PSC reports were reviewed in order to develop
the South African-specific drivers of citizen satisfaction. A document containing the drivers was circulated to all
national and provincial Departments for their comments on the accuracy and relevance of the drivers to the South
Africa context.

Phase Two: During phase two, a questionnaire was developed and used to collect data during face-to-face inter-

views with 991 service users of the Departments at 41 selected service delivery points.

DATA ANALYSIS

Data was analysed using the Statistical Package for the Social Sciences (SPSS) and themes were also developed in
line with the objectives of the study.

LIMITATIONS OF THE STUDY

The questionnaire was long and it required longer period of time with the service users to complete. In this re-
gard, the majority of the service users seemed worried about the amount of time it was taking to complete the

questionnaire.

KEY FINDINGS

The key findings are presented according to the phases and the overall objectives of the study.

Phase One: Development of the South African specific drivers of citizen satisfaction

survey

The finding shows that the service delivery experts in the national and provincial Departments found the drivers
to be relevant to the South African context and appropriate to determine South Africans’ level of satisfaction with

the delivery of public services.

Phase Two: Pilot the drivers of citizen satisfaction and assess the citizens’ level of
satisfaction with the services rendered by the selected Departments

Service users were asked to determine if the drivers were relevant to the South African context during Public
Service delivery. The findings show that the service users who participated in the study were of the view that
the drivers were relevant to the South African context and appropriate to determine South African’s level of

satisfaction with Public Service delivery. The findings further show that all ten drivers of citizen satisfaction were

considered important by service users across all six Departments. Table | on the following page shows the overall
. rating of the importance of the drivers across the selected Departments.




Table |: Overall rating of the importance of the drivers of citizen satisfaction across

Departments
Department

Drivers
of citizen Home Average
satisfaction Affairs Health Labour Transport Police Justice Importance
Timeliness 100.0% 92.0% 98.1% 100.0% 95.8% 91.4% 96.2%
Information 100.0% 93.3% 96.2% 98.1% 94.9% 88.6% 95.2%
Outcome 100.0% 91.1% 96.8% 99.3% 94.2% 88.4% 95.0%
Knowledge & 100.0% 92.5% 96.8% 99.4% 93.9% 87.2% 95.0%
competence of staff
Redress 100.0% 93.0% 94.2% 96.1% 93.6% 84.8% 93.6%
Accessibility 98.5% 94.5% 90.3% 97.0% 96.8% 80.5% 92.9%
Courtesy 97.8% 91.0% 91.6% 92.7% 92.6% 88.1% 92.3%
Facilities 99.2% 91.4% 89.6% 96.3% 93.4% 81.1% 91.8%
Fairness and equity 96.2% 90.4% 93.0% 91.7% 91.8% 81.5% 90.8%
Value for money 98.3% 73.6% 84.8% 93.4% 79.2% 73.3% 83.8%

Table | above shows that overall, timeliness in service delivery (96.2%), provision of accurate information
(95.2%), outcome in service delivery (95%) and knowledge and competence of officials (95%) in service
delivery were rated to be the most important drivers of citizen satisfaction in the delivery of public services. On
the other hand, value for money in service delivery was rated to be the least important (83.8%) driver of citizen
satisfaction. Previous PSC research has shown that value for money is not sufficiently understood in the Public
Service among officials'. The fact that citizens have also largely rated it as the least driver of their satisfaction may

also suggest that they also tend to find it a difficult concept to relate to.
Various aspects of the ten South African-specific drivers of citizen satisfaction were used to determine service

users’ level of satisfaction with the services rendered by the selected Departments. Table 2 below shows the

overall rating with the service users’ level of satisfaction with the services rendered by the selected Departments.

Table 2: Service users’ level of satisfaction with services rendered by the Departments

Department
Drivers of
citizen Home Average
satisfaction Affairs Health Labour Transport Police Justice rating
Fairness and equity 90.0% 84.4% 95.0% 95.9% 91.8% 83.5% 90.1%
Outcome 83.5% 87.6% 90.2% 91.3% 85.4% 65.6% 83.9%
Value for money 79.5% 83.3% 89.0% 79.8% 87.6% 79.9% 83.2%
Knowledge & 75.1% 59.2% 76.1% 81.0% 77.4% 55.1% 70.7%
competence of staff
Courtesy 72.3% 54.4% 78.3% 73.2% 76.4% 61.6% 69.4%
Facilities 62.4% 55.4% 70.3% 55.7% 75.7% 66.2% 64.3%
Accessibility 61.4% 61.3% 58.3% 54.1% 77.1% 61.5% 62.3%
Information 65.3% 49.0% 60.5% 46.3% 62.0% 46.0% 54.9%
Timeliness 51.5% 39.0% 60.3% 45.5% 68.2% 33.8% 49.7%

Republic of South Africa. Public Service Commission. Report on the Evaluation of the Batho Pele Principle of Value for Money in the Public Service. 2007.




Table 2 on the previous page shows that overall, service users were satisfied with fairness and equity displayed
by officials (90.1%), followed by outcome in service delivery (83.9%) and value for money in service delivery
(83.2%). However, service users were least satisfied with timeliness (49.7%) in service delivery and the provision
of accurate information (54.9%) by the selected Departments. This is despite the fact that timeliness in service

delivery and the provision of accurate information were rated the most important drivers of citizen satisfaction.

RECOMMENDATIONS

The following are the recommendations of the study:

TIMELINESS

Departments should ensure that public services are rendered swiftly and promptly. This includes improving the
time upon which service users spend waiting to be attended to, the time taken by officials when attending to

service users and the overall turn-around time to access the service/products from the Departments.

INFORMATION

Departments should ensure that accurate and comprehensive information is provided to service users. Inside
signage should be erected at service delivery point, information desks should be staffed with officials who
understand the services of the Department. Officials should also provide service users with information on the
level and quality of services provided by the Departments.

ACCESSIBILITY

Departments should ensure that their service delivery points are accessible to the communities they serve.
Operating hours should be flexible to accommodate all service users. Accessibility to service users with disability
should be taken into account in the planning of service delivery points. Officials of the Departments should also be

reachable through phone for inquiries or follow-up on services provided purposes.
FACILITIES

Departments should ensure that facilities of their service delivery sites are safe, clean and welcoming. Sufficient
seating arrangement should also be made available to accommodate service users whilst they are waiting to be
attended by officials.

COURTESY

Officials of the Departments should ensure that service users are treated with courtesy, kindness and

consideration.




Chapter One

Introduction
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1.1 BACKGROUND

Improved service delivery remains a key priority for the South African government. Active participation by citizens
in government initiatives has been identified as one of the central strategies that would lead to sustainable and
quality service delivery. Therefore, citizens are encouraged to engage government Departments on their expecta-
tions of the level of services provided by these Departments. Through its mandate of monitoring and evaluation
contained in the Constitution, the Public Service Commission (PSC) has adopted Citizen Satisfaction Surveys
as one of its methodologies of engaging the citizens, and thus soliciting citizens' expectations and satisfaction
with services provided by government and Public Service agencies’. Legislatively, the Batho Pele White Paper on
Transforming Public Service Delivery requires that the Public Service regularly and systematically consult with
citizens’. The White Paper further urges Departments to consult citizens about the level and quality of
public services to be rendered, so that they are aware of what to expect. Consultation is a two-way process and
citizens should thus be afforded an opportunity to provide feedback and inputs to Departments on the quality of
services they receive. In this regard, Citizen Satisfaction Surveys have become an important tool for obtaining
citizens’ feedback on services, identifying citizens' preferences, detecting citizens' level of satisfaction, measuring
government performance, and involving citizens in governance process. In general, the main aims of conducting

Citizen Satisfaction Surveys are:

* To generate feedback on the level of satisfaction with services provided by various Public Service agencies.

* To encourage citizens and civil society organisations to demand more accountability, accessibility and
responsiveness from their Public Service agencies.

* o serve as a diagnostic tool for public agencies to facilitate effective assessment of and solutions to service
delivery problems.

* To encourage Public Service agencies to adopt and promote citizen friendly practices and facilitate

transparency in operations.
1.2  OVERVIEW OF THE PSC’S CITIZEN SATISFACTION SURVEYS

The PSC has since 2001/2002 been conducting sector-based Citizen Satisfaction Surveys as one of its assessment
instruments to determine citizens' views on service delivery. Over the years, the surveys were conducted in areas
such as the Social sector, the Criminal Justice sector; the Economic and Infrastructure sector; Departments of Home
Affairs, Trade and Industry and Provincial Transport services, provincial Departments of Agriculture and provincial
Departments of Health. The above-mentioned surveys were based on the SERVQUAL model which applies a
multiple-item scale for measuring consumer perceptions of service quality®,

While the above-mentioned surveys have undoubtedly provided useful insights on the levels of citizen satisfaction,
the PSC has during 2009/10 identified a need to ensure that the model on which its Citizen Satisfaction Surveys
are based is improved. It was therefore deemed important that such an improvement should be guided by what
South African citizens regard as important when they make judgments about the quality of public services. To
this end, the PSC reviewed key policy documents such as the Batho Pele White Paper on Transforming Public
Service Delivery and its previous reports such as Citizen Satisfaction Surveys, Service Delivery Inspections and the

Monitoring and Evaluation reports, to develop the South African-specific drivers of citizen satisfaction.

2 The Constitution of the Republic of South Africa.Act 108 of 1996.
3 Republic of South Africa. Department of Public Service and Administration. The White Paper on Transforming Public Service Delivery. 1997.
4 Berry, L. SERVQUAL: "A Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality” University of Texas. | 988.




The ten South African-specific drivers of citizen satisfaction are, Accessibility to public services, treating the
citizens with Courtesy and consideration, Timeliness in the provision of services, availability of Information
on public services, the Knowledge and Competence of officials, the condition of the Facilities in which
services are delivered, Fairness and Equity in service delivery, Value for Money in Public Service delivery,
providing Redress where a promised standard of service has not been met and Outcome of the encounter
with the Public Service.

The above-mentioned drivers were used during 2009/10 financial year as a basis for conducting a pilot study to
determine the accuracy of the drivers and their relevance to the South African context, and to establish the citizens’
level of satisfaction with services provided by provincial Departments of Health and Transport as well as national

Departments of Home Affairs, Labour, Police and Justice and Constitutional Development.
1.3 OBJECTIVES OF THE STUDY

The overall aim of the study was to develop the South African-specific key drivers of citizen satisfaction and to
determine the citizens’ level of satisfaction with public services based on the drivers of citizen satisfaction. The

specific objectives of the project were to:

* Develop South African-specific drivers of citizen satisfaction.

 Pilot the drivers of citizen satisfaction with the selected service delivery Departments.

* Assess the citizen's level of satisfaction with the services rendered by the selected Public Service
Departments, based on the South African-specific drivers of citizen satisfaction.

1.4  STRUCTURE OF THE REPORT

The following is the structure of the report:

* Chapter Two outlines the research methodology applied in the study.

* Chapter Three presents the overview of the key findings.

» Chapter Four presents the key findings on the Department of Home Affairs.

* Chapter Five presents the key findings on the Departments of Health.

* Chapter Six presents the key findings on the Department of Labour.

* Chapter Seven presents the key findings on the Departments of Transport.

» Chapter Eight presents the key findings on the Department of Police.

* Chapter Nine presents the key findings on the Department of Justice and Constitutional Development.
* Chapter Ten presents the conclusion and recommendations of the study.




Chapter Two

Methodology
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2.7 INTRODUCTION

This chapter presents the research methodology that was applied during the pilot study. The chapter presents the
scope of the study, processes followed in sampling the Departments and service delivery points, the data collection

process and data analysis. The limitation experienced during the study is also presented in this chapter.

2.2  SCOPE OF THE STUDY

The scope of the study included eighteen provincial Departments and four national Departments. Table 3 below

shows the list of Departments that were included in the study.

Table 3: List of selected Departments

National Departments Provincial Departments

(In all 9 Provinces)

Department of Home Affairs

Departments of Health
Department of Labour

Department of Police

Department of Justice and Constitutional Development Departments of Transport

2.3 METHODOLOGY
2.3.1 Sampling

A purposive sampling procedure was applied in selecting the Departments and their service delivery points
that participated in the study. Such sampling is useful in selecting a section of the research population which
in the researcher’s judgment will provide the most useful information for the study. In this regard, provincial
Departments of Health and Transport as well as national Departments of Home Affairs, Labour, Police and Justice

and Constitutional Development were sampled.

The decision to include the selected Departments was, amongst others, informed by the fact that these are
also prioritised by government. Priority |0 of government’s Medium Term Strategic Framework on building a
developmental state as well as the improvement of public services and strengthening democratic institutions
states that “focus will be on improving the performance of the state in frontline services such as Home Affairs, policing,
health, issuing of drivers’license and maintenance courts. The goal is to sustainably reduce the waiting time periods and
turn-around time in the provision of these services and to make sure that citizens are treated with dignity and respect®”.

Furthermore, the sampling of the service delivery points of the Departments was based on those serv-
ice delivery points that encounter a huge volume of service users. To this end, 4| service delivery points
were sampled. Thirty eight of them were based in the urban areas while 14 of them were located in the
rural areas. In addition, a random sampling procedure was applied to select the service users of the
Departments to be interviewed during the in loco visits at the service delivery sites. This sampling

procedure affords every service user an equal opportunity of being sampled. The table on the following page

shows the number of respondents per Department and the nature of the service delivery points visited.

5 Republic of South Africa. The Presidency. Medium Term Strategic Home Affairs Framework: A Framework to Guide Government in the Electoral Mandate
Period 2009-2014. 2009.




Table 4: Number of respondents reached per Departments and service points visited

Number of

Department Service Points RO
Department of Home Affairs Home Affairs Centres 148
Departments of Health Hospitals 180
Department of Labour Labour Centres 64
Departments of Transport Testing Stations 182
Department of Police Police Stations 55
Department of Justice and Constitutional Magistrate Courts 162
Development

TOTAL 991

The total number of respondents interviewed in all service delivery points was 99 1. This was a result of the fact
that the survey is based on the pilot of the importance of the drivers of citizen satisfaction and the pilot of the
drivers in determining service users’ level of satisfaction with the delivery of Public Services. To this end, the sample
of respondents was limited.

2.4  DATA COLLECTION PROCESS
Data collection of the study was conducted in two phases:
2.4.1 Phase One

2.4.1.1 Development of South African-specific drivers of citizen satisfaction

The PSC undertook a study to compile a document containing the South African-specific drivers of Citizen Satis-
faction. The purpose of the document was to arrive at a model (drivers) that could be used in conducting citizen
satisfaction surveys in the Public Service. In this regard, literature in the form of policy documents such as the
Batho Pele White Paper on Transforming Public Service Delivery and PSC's previous reports such as the Citizen
Satisfaction Surveys, Service Delivery Inspections and the Monitoring and Evaluation reports were reviewed. The
purpose of reviewing these documents was to determine areas that have impact and influence on the delivery of
public services. Based on the review of the documents, the South African-specific drivers of citizen satisfaction as

contained in Table 5 below were generated.

Table 5: South African-specific drivers of citizen satisfaction

» This driver of citizen satisfaction requires the Public Service to ensure that all citizens have equal access to the services to which they are
entitled.

Courtesy

* Implies that citizens should be treated with courtesy and consideration.

Timeliness

* This driver aims to determine whether services and products were delivered in a timely fashion and whether the services were delivered
efficiently and are responsive to the clients’ needs.

Information
» This driver implies that citizens should be given full, accurate information about the public services that they are entitled to receive.
Knowledge and competence

* Strives to determine whether citizens are served by officials who are competent and knowledgeable about the service they offer.

Facilities

* Refers to the conditions of the service delivery sites, their appearances and appropriateness to meet citizens’ needs and expectations.




Fairness and equity

* This driver assesses whether services and products are provided without discrimination and whether clients are treated fairly.

Value for money
* This driver aims to ensure that public services are provided economically and efficiently.
Redress

* Implies that if the promised standard of service is not delivered, citizens should be offered an apology, a full explanation and a speedy and
effective remedy.

Outcome

* Seeks to determine if in the end, the citizens got the services they needed.

2.4.1.2 Consultation with stakeholders

The document containing the proposed drivers of citizen satisfaction was circulated to all national and provincial
Departments in order to solicit the views of service delivery experts on the relevance and accuracy of the drivers
of citizen satisfaction to the South African-context. Feedback received from the Departments was positive and in

agreement with the proposed drivers.

242 Phase Two

2.4.2.1 Development of a data collection instrument

A questionnaire was developed and used as a data collection instrument during the pilot study. The instrument
contained both open-ended and closed-ended questions. Open ended questions were used to gather qualitative
information on the respondents’ views regarding the relevance and accuracy of the drivers. Closed-ended ques-
tions were used to gather quantitative information regarding service users' level of satisfaction as well as their

experience of service delivery at the service centres.

2.4.2.2 Interviews

Face-to-face interviews were conducted with service users to collect data based on the drivers of citizen satisfac-
tion at the respective service delivery sites. An interview as a data collection method provides an opportunity for

critical areas to be probed further with the respondents where necessary.

2.5  DATA ANALYSIS

Quantitative data was subjected to statistical analysis using the Statistical Package for the Social Sciences (SPSS).
The software package enables the researchers to generate cross tabulations, which are exported to Microsoft Ex-
cel in a form of tables and charts. Qualitative data was organised according to the themes which were developed
according to the objectives of the study.

26  LIMITATION OF THE STUDY

The questionnaire was long and it required longer period of time with the service users to complete. In this
regard, the majority of the service users seemed worried about the amount of time it was taking to complete the

questionnaire.
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3.1 INTRODUCTION

This chapter presents an overview of the key findings of the pilot Citizen Satisfaction Survey conducted in the
Departments of Home Affairs, Health, Labour, Transport, Police and Justice and Constitutional Development. The
survey was based on the South African-specific drivers of citizen satisfaction. The findings are presented according
to the objectives of the study which are the development of the South African-specific drivers of citizen satisfaction
and piloting of the drivers to determine their accuracy and relevance in the South African context. The findings
also show the citizens’ level of satisfaction with services provided by the Departments and the challenges thereof.

3.2 DEVELOPMENT OF THE SOUTH AFRICAN-SPECIFIC DRIVERS OF CITIZEN
SATISFACTION

The Public Service Commission developed the ten drivers of citizen satisfaction which are Accessibility to
public services, treating the citizens with Courtesy and consideration, Timeliness in the provision of serv-
ices, availability of Information on public services, the Knowledge and Competence of officials, the con-
dition of the Facilities in which services are delivered, Fairness and Equity in service delivery, Value for
Money in Public Service delivery, providing Redress where a promised standard of service has not been met
and Outcome of the encounter with the Public Service. The drivers were circulated to all the national and
the provincial Departments to determine their accuracy and relevance to service delivery in the South African
context. The findings show that service delivery experts in the Departments, both at national and provincial found
the drivers to be relevant to the South African context and appropriate to determine South Africans’ level of

satisfaction with the delivery of public services.

3.3  PILOTING THE DRIVERS OF CITIZEN SATISFACTION

The developed drivers of citizen satisfaction were further used in a pilot survey. In this regard, the views of service
users were sought with regards to the relevance and accuracy of these drivers in the delivery of public services.
The findings show that service users who participated in this study were of the view that the developed drivers of
citizen satisfaction were appropriate to determine the level of satisfaction with the delivery of public services in the
South African context. The findings further show that service users in all six Departments considered the drivers
to be important in service delivery. Table 6 on the following page shows the overall rating of the relevance and
accuracy of the drivers in the selected Departments.
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