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FOREWORD 
 
During 2010, the Public Service Commission (PSC) conducted inspections in the 
Department of Police focusing on detective services. One of the key findings of the 
inspections was the delay in the finalisation of cases in the courts which led to backlogs1. 
Given the crucial role played by the courts in effecting justice, the Public Service 
Commission (PSC) decided in 2011 to conduct service delivery inspections of the Regional 
courts in the Department of Justice and Constitutional Development (DoJ&CD). The purpose 
of these inspections was to determine the reasons for the backlog of cases at the courts, 
especially those cases that require detective service. Furthermore, the inspections sought to 
assess the adherence of the courts to the service delivery principles of Batho Pele as a key 
strategy for the transformation of Public Service delivery. 
 
In South Africa, the courts are central to the delivery of justice, since the judicial authority lies 
within the court system. In this regard, the DoJ&CD is mandated amongst others, to ensure 
that the courts' system is administered efficiently and effectively to facilitate the resolution of 
cases. Furthermore, the DoJ&CD is responsible for ensuring that justice is realised by 
providing an appropriate environment in terms of the establishment of courts and the 
operations thereof to deliver a fair, equitable and accessible system of justice for all. The 
delivery of justice is performed with multiple stakeholders, amongst others, the Judiciary and 
the National Prosecuting Authority (NPA). 
 
The inspections of the courts, led by a Public Service Commissioner found that a lack of 
cooperation amongst stakeholders has impacted negatively on the efficiency of the regional 
courts. Furthermore, the perennial human and infrastructural constraints facing the courts 
have contributed to the backlog of cases, while the unavailability of an efficient case 
registration system to monitor cases has prevented the effective mapping of progress on 
backlog cases.  
 
It gives me pleasure to present the report on inspections of courts conducted in the Free 
State Province. I am of the view that the findings and the recommendations contained in this 
report will help the Department of Justice and Constitutional Development and its 
stakeholders in improving service delivery at the courts. 
 
 
MR B MTHEMBU 
CHAIRPERSON: PUBLIC SERVICE COMMISSION 

                                                           
1 The Republic of South Africa. Public Service Commission. Report on Inspections of Detective Services in the 
Department of Police (Unpublished). 2010/11.  
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1. INTRODUCTION AND BACKGROUND 
 
Improved service delivery for the citizens of South Africa remains a key priority for the 
government. To this end, the government has outlined twelve outcomes in order to fulfil this 
mandate of delivering services to all. Various government departments are required to put 
systems and processes in place to ensure that these outcomes are achieved. The progress 
of activities directed at attaining these outcomes needs to be assessed on a regular basis. In 
this regard, the Public Service Commission (PSC) in its role as an oversight body has put in 
place a range of monitoring mechanisms that can be used to establish the progress that is 
being made in improving service delivery in the Public Service.  One such mechanism 
involves the inspections of service delivery sites. Through inspections, the PSC observes, 
collects information and allows officials of departments to account for the state of affairs at 
the service delivery sites. Subsequently, the PSC advises on the necessary steps to be 
taken to improve service delivery. 
 
In conducting inspections, the PSC is mandated by section 9 of the Public Service 
Commission Act (1997) which 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 mandate, 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 
process and the quality of the reports that are subsequently generated. 
 
Guided by the Protocol, the PSC has since 2006/2007 been conducting inspections of 
service delivery sites in various departments and the following departments were inspected: 
 

• National Departments of Home Affairs and Labour, and Provincial Departments of 
Housing (Gauteng) and Social Development (Free State) in 2006/2007. 

• Departments of Education in eight provinces and National Head Office in 2007/2008. 

• South African Police Service in 2008/2009. 

• Departments of Health in all provinces in 2009/2010. 

• National Department of Police in 2010/2011. 

                                                           
2 The Public Service Commission Act, 1997 (Act No 46 of 1997). 
3 Public Service Commission. Protocol for conducting Public Administration Investigations. 
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The PSC’s 2010/2011 financial year inspections conducted in the Department of Police 
focused on detective services. One of the key findings of the inspections was the delay in 
the finalisation of cases in court which led to a backlog. In order to consolidate its findings in 
this area, the PSC decided in 2011/2012 financial year to conduct inspections in the 
Department of Justice and Constitutional Development (DoJ&CD). The purpose of these 
inspections was to determine the reasons for the backlog of cases at the courts, especially 
those cases that require detective services and to assess the adherence of the courts to the 
service delivery principles of Batho Pele as a key strategy for the transformation of the 
Public Service delivery. 
 
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 these particular inspections in the DoJ&CD. 
 
Table 1:  Objectives of inspections 
Broad objectives of inspections as provided 
for in the Protocol on inspections 

The specific objectives of these inspections  

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. 

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

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

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

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. 

a) To determine the reasons for the backlog of 
cases at the courts, especially those cases 
that require detective services. 

b) To determine whether the courts comply with 
the implementation of the Batho Pele 
principles. 

c) To gather first-hand information regarding the 
state of service delivery and the functioning of 
the courts as service delivery sites of the 
DoJ&CD. 
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3. SCOPE AND METHODOLOGY 
 

3.1 SCOPE 
 
The inspections sought to determine the reasons for the backlog of cases at the courts, 
especially those cases that require detective services and to assess the adherence of the 
courts to the service delivery principles of Batho Pele as a key strategy for the 
transformation of the Public Service delivery.  Prior to the inspections, a meeting with all the 
key stakeholders, including officials from the Welkom and Kroonstad Regional courts, was 
held at the Welkom Magistrates Court on the 12th of October 2010.  The specific inspections 
were conducted at the Welkom Regional Court immediately after the meeting with 
stakeholders on the 12th of October 2010 and at the Kroonstad Regional Court on the 13th of 
October 2010.  Table 2 below shows the list of the inspection sites (courts) visited, names of 
officials that met with the inspection team and their respective institutions as well as the 
dates on which inspections were conducted. 
 
Table 2:  Inspection sites 

Inspection sites Name of Officials Designation/Institution Date 

Welkom Regional 

Court 

Regional Court President K 

M Lalbahadur 

Adv A F du Toit 

Ms E van Niekerk  

Mr R MC Betty  

Ms S Ehlers  

Ms N Jali 

Ms SP de Villiers 

Mr BM Ntshingane 

Ms D Mafoyane 

Ms TG Molatedi  

Ms S Ehlers 
 

DoJ&CD 

 

NPA 

NPA 

NPA 

DoJ&CD 

LASA 

LASA 

SAPS 

DSD 

DCS 

DoJ&CD 

12/10/2011 

Kroonstad Regional 

Court 

Mr V Strydom 

Ms A Brits 

Ms S Laubser 

 

 

Ms TC Potgieter 

Mr TS Makhongoana 

 

Ms N Mcgowan 

Court Manager 

Head of Finance Section 

Head of Civil, Domestic 

violence & Divorce Sections 

 

Head of Criminal Section 

Head of Maintenance Section 

 

Head of Children’s Court 

13/10/2011 
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3.2 METHODOLOGY 
 
To initiate the inspection process, letters were sent to the Executive Authority (EA) and the 
Accounting Officer (AO) of the DoJ&CD informing them about the PSC’s intention to conduct 
inspections in the courts. Furthermore, letters were also sent to other stakeholders such as 
the National Prosecuting Authority (NPA) and the Magistrates Commission. This was to 
ensure that their views on the matter of backlog of cases at the courts were obtained during 
the inspection process.  
 
The PSC conducted both announced and unannounced inspections. The announced 
inspections focused on the backlog of cases at the courts, whilst the unannounced 
inspections focused on the compliance of the courts with the Batho Pele principles. In the 
case of Announced inspections, preliminary discussions were held with officials of the 
DoJ&CD to obtain their inputs on the PSC’s data collection tool and also seek their 
assistance with the logistics of the inspections, especially the coordination of the 
stakeholders. Furthermore, this was to ensure that all the required information would be 
made available at the time of the inspections.  
 
Unannounced inspections were conducted after the announced inspections. Unannounced 
inspections provide the most representative picture of the daily operations and practices of a 
service delivery site. The inspection team comprised the PSC Commissioner and the OPSC 
officials. The Commissioner played a leading role in the inspections process.  PSC–
designed data collection tools were used to guide and to gather information during the 
inspections. 
 
4. KEY FINDINGS 
 
The key findings of the inspections are presented below. The findings of the announced 
inspections are presented first followed by the findings of the unannounced inspections.  
 
4.1 ANNOUNCED INSPECTIONS 
 
The Department of Justice and Constitutional Development (DoJ&CD) aims to uphold the 
Constitution and the rule of law and render accessible, fair, speedy and cost effective 
administration of justice in the interest of a safer and more secure South Africa. On a daily 
basis, courts at various levels perform their functions, thus providing fair public hearings 
through independent and impartial tribunals/forums. However, the delay in the finalisation of 
cases (which leads to a backlog) compromises the efficiency of the courts in the delivery of 
services. The following findings highlight the status of backlog cases at the regional courts, 
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reasons contributing to backlog cases, the Criminal Justice System interventions on dealing 
with backlog cases and stakeholder relations at the Regional Courts visited. 
 

4.1.1 Status of Backlog Cases at the Regional Courts 
 
According to the DoJ&CD, backlog cases were defined as cases on the Regional Court roll 

for more than nine months.  The inspection team found that there were no statistics available 

of the caseload for 2008 at both the Kroonstad and Welkom Regional Courts, and reasons 

were not provided for the lack of statistical information.  Table 3 below shows the number of 

backlog cases, at the Kroonstad and Welkom Regional Courts. 

 
Table 3:  Caseloads at the Kroonstad and Welkom Regional Courts for 2009-2010 
Year Kroonstad Welkom 

Backlog cases Finalized% Backlog cases Finalized% 

2009 1039 38% 4262 20% 

2010 774 34% 4826 16% 

 

For the year 2009, the backlog at the Kroonstad Regional Court was 1039 cases and at the 
Welkom Regional Court 4262 cases.  During the year 2010, the backlog at the Kroonstad 
Regional Court was 774 cases whilst at the Welkom Regional Court the backlog totalled 
4826 cases.  The inspection team was informed that the all the above cases at the two 
visited Regional Courts for 2009 and 2010 periods represented backlog cases.  The system 
of recording cases at the two courts presented the inspection team with a challenge of 
mapping progress in dealing with backlog cases and also on how new cases were monitored 
to ensure that they do not fall into the category of backlog cases.  The foregoing highlights a 
lack of effective and efficient data management and backup system for monitoring cases in 
general and the backlog cases in particular. 
 
Based on the foregoing statistical information, the Kroonstad Regional Court experienced a 
significant decrease in the caseload of 265 cases (i.e. 1039 - 774 = 265), which represented 
a decline of 25.5% in the backlog cases during the 2010 period.  At the Welkom Regional 
Court an increase of 564 (13.2%) cases was experienced during the 2010 period.   
 
The inspection team was informed that the percentage of the cases finalized in the year 
2009 at the Kroonstad Regional Court was 38% and at the Welkom Regional Court was 
20%.  In 2010, however, the percentage of cases concluded at the Kroonstad Regional 
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Court was 34% while at the Welkom Regional Court, 16% of cases were finalized.  In both 
instances, there is a decline of 4% in cases finalised at the Kroonstad and Welkom Regional 
Courts, which is worrying especially considering that Welkom Regional Court had a huge 
caseload of 4826 as compared to Kroonstad with 774 backlog cases.  According to the 
DoJ&CD and NPA the foregoing represented a good finalisation rate of backlog cases at the 
Kroonstad Regional Court compared to Welkom Regional Court.  However, it was the finding 
of the inspection team that the trend at both courts, especially in the absence of an effective 
data recording system, suggests an increasing backlog of cases which implies a negative 
service delivery picture. 
 
During engagement with the DoJ&CD and NPA, no indication could be provided regarding 
which of the cases were concluded in terms of an alternative dispute resolution mechanism, 
a verdict granted, a withdrawal or transferred to the High Court. 
 
4.1.2 Reasons Contributing to the Backlog of Cases 
 
The inspection team established that there were various challenges that contributed to the 
backlog of cases at the Regional Courts. The following shows some of the challenges that 
contributed immensely to the case backlog: 
 
4.1.2.1 Human Resource Constraints   
 
The availability of key personnel is critical to driving processes and ensuring that assigned 
tasks are executed.  The inspection team found that the Kroonstad Regional Court has three 
(3) magistrates while the Welkom Regional Court has six (6) magistrates.  However, it was 
found that the inspected courts were instead allocated one (1) acting magistrate to deal 
specifically with backlog cases.  A concern was raised that the situation was not ideal in that 
when they were not available, cases were postponed since a relief magistrate could also not 
be provided.  It was further found that as acting magistrates, the appointees are not eligible 
for privileges such as vacation leave, maternity leave or vocational leave.  As a result, it has 
proven difficult to retain the appointed acting magistrates at the two inspected courts for 
longer than three months which has led to the postponement of cases and further 
contributed to the increase in backlog cases.  Most specifically the aforesaid acting 
magistrates at the two courts responsible for backlog cases were found to be inadequate 
especially considering the 4% decline in finalised backlog cases shown above. 
 
Prosecutors play a crucial role in leading evidence with a view to obtain a successful 
prosecution of suspects in courts.  The information provided by the NPA indicated that two 
(2) public prosecutors, who are at junior level, were appointed on contract to deal with 
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backlog cases at the Welkom Regional Court.  The Kroonstad Regional Court had a similar 
allocation of two public prosecutors and a concern was raised that these were not sufficient.  
However, based on the finding of the inspection that the two (2) appointed acting 
magistrates at the inspected courts were insufficient, any allocation of public prosecutors 
would be meaningless if there were no magistrates at the courts to preside over cases. 
 

Further findings of the inspection, revealed that several posts, e.g. one (1) Administration 
Officer, five (5) Administration Clerks,  one (1) Typist, one (1) Registry Clerk, one (1) Telkom 
Operator, one (10 Messenger, and one (1) E-Scheduler Clerk, have been vacant for some 
time at the Kroonstad Magistrates Court.  Similarly, there were critical vacancies at the 
Welkom Magistrates Court, such as one (1) Administration Officer, three (3) Administration 
Clerks, six (6) Digital Court Recording Service Operators (DCRS), one (1) Maintenance 
Officer, one (1) Maintenance Investigator and one (1) E-Scheduler Clerk. The inspection 
team noted that these vacancies have impacted negatively on the operations of the two 
Regional Courts in that typing of outcomes of courts would not be done timeously, 
scheduling of postponed cases would be delayed, and retrieving and delivery of key 
information to be used during court sessions would not be carried out in time. 
 
Both the Kroonstad and Welkom Regional Courts indicated that they have sufficient Court 
Interpreters, totaling 8 and 28 respectively.  However, the inspection team found that these 
courts did not have Interpreters speaking foreign languages.  As a result, cases involving 
foreign nationals were often postponed to allow for the procurement of services of 
Interpreters speaking foreign languages, which impacted negatively on the timeous 
finalisation of cases and contributed to the backlog.   
 
4.1.2.2 Insufficient Infrastructural Resources   
 
Resources such as Information Technology (IT) equipment, namely, computers, printers, fax 
machines, are essential in generating the necessary paperwork especially since the court 
proceedings often rely on such actual evidence to arrive at certain outcomes.  The 
inspection team found that magistrates, prosecutors and key staff often shared computers 
which hampered their progress and did not augur well for confidentiality of information 
especially given the level of sensitivity of cases handled at the Regional Courts.  The 
inspection team noted that the inspected Regional Courts require dedicated fax machines 
since their work, and in particular, the outcomes of cases, relied heavily on physical 
evidence and presently they have to share with other staff members.  The provision of 3G 
data cards was regarded as critical to enable magistrates to access key information after 
hours on the internet in order to refer to pertinent case laws or benchmark cases in their 
deliberations on outcomes of cases. A further concern regarding IT equipment, was that 
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most computers were old and no longer covered under the manufacturer’s warranty and as 
such, it was expensive to repair them whilst some  were no longer in a state to be repaired.  
The unavailability of back-up generators led to the postponement of cases during power 
outages, and this has impacted negatively on service delivery. 
 

Lack of accommodation was also raised as a challenge.  As a result, provision could not be 
made for designated and separate waiting rooms for witnesses, which resulted in the 
complainants and accused sharing the same seating space.  There were also no designated 
waiting rooms for child victims or witnesses and as such, victims would often be in the same 
room with their alleged attackers.  The situation was found to be untenable since it led to 
secondary victimization of complainants or witnesses. This may be the underlying reason 
cases would be struck off the roll or withdrawn due to witnesses failing to appear. The limited 
office space has been cited as the main reason the premises could not be adapted to 
address this challenge. 
 
Another concern relating to insufficient infrastructural resources pertained to access to the 
Regional Courts by previously disadvantaged communities in far-flung areas and, the limited 
number of Regional Courts in the Free State Province ascribed to the pre-1994 legacy.  As a 
result, the increasing demand for Regional Court services including from communities 
traveling from far-flung areas to access the inspected Regional Courts, has led to an 
increased caseload.  With the insufficient number of magistrates found at the two inspected 
Regional Courts as previously stated, the increasing caseload owing to the pre-1994 
configuration contributes to the backlog of cases and hampers service delivery.   
 
4.1.2.3 Poor Utilisation of Court Hours  
 
The DoJ&CD indicated that the prescribed court hours are from 09h00 to 16h00 with 
relevant adjournments in between and that on average, three trial sessions were held per 
day. It was further indicated that each Regional Magistrate has to manage the utilization of 
court time optimally.  Further probing by the inspection team found that resource constraints 
limited the optimal utilisation of the prescribed hours since it often happened that cases were 
postponed. For instance, the challenge pertaining to interpreters speaking foreign languages 
has impacted negatively on the speedy finalisation of cases since cases would be regularly 
postponed to acquire such services.  Concerns were also raised regarding lack of 
cooperation from the SAPS which manifested in poor quality investigations, dockets being 
unavailable on court days and suspects or witnesses not being brought to court on time or 
failing to appear at all. 
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4.1.2.4 Limited Budget or Financial Resources  
 
The inspection team found that the available budget is managed and controlled by the 
Regional Offices and the Court Managers, and as such Regional Courts do not have 
dedicated budgets.  Even so, the available budget is shared equally between the Regional 
Offices and the Regional Courts and is therefore not informed by the resources needs, which 
led to further poor resourcing of Regional Courts. 
 
In addition, the management of official trips undertaken by Regional Magistrates was found 
to be problematic since the magistrates did not fall under the control or supervision of Court 
Managers. As such, claims of official trips submitted for payment could not be verified and 
trends mapped with a view to ascertain and control such claims, and most importantly, to 
inform budget planning.  This trend may further impact negatively on proper planning on 
resource allocation and perpetuate the apparent backlog situation if not addressed 
appropriately. 
 
4.1.3 Reasons for Cases Struck Off the Roll 
 
It was further found during the inspections that various reasons may lead to cases being 
withdrawn or struck off the roll.  Amongst others, it was indicated that cases are withdrawn or 
struck off the roll usually due to, for instance, refusal for repeated requests for the remand of 
cases by the prosecutors, thus citing reasons such as witnesses failing to appear before the 
court.  Furthermore, the inspection team noted that often, cases withdrawn or struck off the 
roll were later reinstated on the roll as new cases when investigations were completed or 
witnesses were traced or the accused arrested. The reinstated cases would include any 
backlog cases previously withdrawn for reasons already cited.  This means that any 
previously withdrawn backlog case for reasons as indicated, is not reinstated on the roll in its 
original status of a backlog case, but as a new case.   
 
4.1.4 The Criminal Justice System (CJS) Backlog Intervention  
 
The inspection team found that a number of interventions have been put in place to 
eradicate backlogs and ensure effective delivery of justice services. The following outlines 
the CJS backlog intervention. 
 
4.1.4.1 Management of Case Flow at the Regional Courts  
 
The inspection team established that the DoJ&CD has a Case Flow Management (CFM) 
plan or System in place.  In terms of the CFM, statistical information on the handling of 
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cases should be provided regularly on a monthly basis in order to monitor progress.  
However, it was found that there is no designated person to monitor the effective 
implementation of the CFM, which was consistent with the earlier findings of the inspection 
team regarding the non-submission of detailed statistics by the inspected Regional Courts.  
The inspection team attributed the challenge to the lack of an effective statistical data 
monitoring system at the inspected Regional Courts.  
 
4.1.5 Stakeholder Relations at the Regional Courts 
 
A fundamental feature of an integrated approach to ensure effective and efficient processes 
is the recognition of the important role of key stakeholders.  The following highlight some of 
the issues pertaining to stakeholder relations: 
 
4.1.5.1 Poor Police Investigation  
 
The inspection team found that the prosecutors and the detective officers have maintained a 
collegial relationship despite challenges experienced in their interactions.  Concerns raised 
related to cases taking inordinately long to investigate due to the poor quality of 
investigations or incomplete investigations whereby prosecutors would refer matters back to 
the SAPS at least three times to address identified gaps in the investigations of cases.  This 
corroborates the PSC’s inspections of detective services which found that insufficient 
training of detective officers compromised their efficiency in executing their duties4. The 
effect thereof was that finalisation of cases would take longer and result in such cases falling 
into the category of backlog cases.  In addition, delays on the part of detective officers in 
bringing suspects or prisoners to court were reported leading to postponement of cases and 
these had the effect that cases remained longer on the roll resulting in the increase of 
backlog cases.  Furthermore, while the LASA has maintained a good relationship with 
prosecutors, resources constraints affecting the LASA have resulted in cases being 
postponed especially when a legal aid representative could not be available. 
 
4.1.5.2 Delayed Forensic Reports  
 
Concerns were raised regarding delays in obtaining Deoxyribonucleic Acid (DNA) results 
from the Forensic Science Laboratory (FSL) led to the postponement of cases and thus 
contributed to the backlog in cases.  One of the key findings of the PSC’s inspections of 
detective services was that there was a backlog of forensic reports at the FSL of the 
Department of Health, whereas the FSL of the Department of Police was found to be 

                                                           
4 Republic of South Africa. Public Service Commission. Consolidated Report on Inspections of Detective 

Services: Department of Police. 2010. 
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efficient on this matter5. On the other hand, it was found that dockets would be ready for 
court within 48 hours and submitted to the NPA timeously, however there would be delays 
by the NPA to set trial dates.  
 
4.1.5.3 Unprofessional Conduct of Some of the Private Attorneys 
  
It was found that some of the private attorneys would appear at the courts without having 
adequately prepared for the cases due to lack of timeous consultation with suspects and/or 
witnesses, or would be absent from court proceedings without prior notice leading to 
unnecessary postponement of cases.  Often the unnecessary and frequent postponement of 
cases has led to cases being struck off the roll which delayed finalisation of such cases.  The 
resultant lengthy time in handling cases points to the fact that “justice delayed, is justice 
denied”, especially since the inspection team found that complainants often become 
discouraged to pursue their cases, leading to cases being withdrawn or struck off the roll. 
The foregoing challenges indicate that a closer cooperation and collaboration by all the key 
stakeholders is urgently required especially in adhering to the CFM.  Overall, the inspection 
team was informed that in view of the aforesaid challenges, there was commitment for a 
closer collaboration and cooperation between all stakeholders in order to eradicate the 
backlog cases. 
 
4.2 UNANNOUNCED INSPECTIONS 
 
Unannounced inspections were conducted at the Kroonstad and Welkom Regional Courts. 
The main aim of the unannounced inspections was to determine the compliance levels of the 
service delivery sites (courts) with the implementation of the Batho Pele framework. The 
inspections were guided by the PSC-developed checklist which contained issues relating to 
the Batho Pele principles such as observing facilities, access to information, observing staff 
and general observations. 
 
4.2.1 Observing Facilities 
 
According to the Batho Pele principle of Access, citizens should have equal access to the 
services which they are entitled to.  One measure of ensuring access is to adapt and 
improve the physical conditions of service delivery sites for easier accessibility.  During the 
inspection, it was found that both the Kroonstad and Welkom Regional Courts did not have 
premises of their own.  However, they utilize the courtrooms of the Magistrate Courts in the 
respective areas. 

                                                           
5 Republic of South Africa. Public Service Commission. Consolidated Report on Inspections of Detective 

Services: Department of Police. 2010. 
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The inspection team observed that both Magistrate Courts visited have outside signage 
indicating their location.  There was also good inside signage at both courts indicating where 
courtrooms and other services could be accessed.  While business hours were not reflected 
at the Welkom Magistrate Court, there was a clear indication of business hours at the 
Kroonstad Magistrate Court.  There was no display of list of the services rendered by the two 
courts, including indication of prior requirements before accessing the services or the cost 
thereof at both the Welkom and Kroonstad Magistrate Courts. The condition of buildings 
housing the inspected courts seemed good, however the roofing at the Kroonstad Magistrate 
Court appeared to be old and leaking. 
 
Although there were ramps for people with disabilities on the ground floor, these were not 
available on the first floors at both Magistrate Courts and there were no elevators.  On 
probing, the inspection team was informed that the necessary arrangements were made to 
hold court sessions on the ground floor, especially in cases involving a person with 
disabilities.  The inspection team found the explanation to be inadequate and not in keeping 
with the Batho Pele principle of access since members of the community may wish to attend 
court proceedings of cases even though they were not directly involved in them.  At both 
courts visited, the information desk was also used as the reception desk.  However, at 
Welkom Magistrate Court the said information desk was not staffed to receive and guide 
citizens to service points.  At the Kroonstad Magistrate Court an official was found at the 
desk guiding citizens to the appropriate offices. 
 
4.2.2 Observing Access to Information 
 
The Batho Pele principles of Access and information require information to be readily 
available to citizens in order to empower them and address their needs.  During the 
inspection, it was found that a service charter was displayed at the Kroonstad Magistrates 
Court in both English and South Sotho.  The use of indigenous languages contributes to 
enhanced access, especially to the previously disadvantaged communities.  This is also in 
line with the Batho Pele spirit of improving the delivery of public services by redressing the 
imbalances of the past while maintaining continuity of service to all levels of society.  At the 
Welkom Magistrate Court the service charter was not displayed, which is not in keeping with 
the Batho Pele principles of Access and information.  The display of service charters 
provides customers with valuable information on the level of services they can expect and 
promotes engagement for improved service delivery. 
 
4.2.3 Observing Staff 
 
As stated in the Batho Pele principles, Openness and Transparency are the hallmarks of a 
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democratic government and are fundamental to the public service transformation process.  
As such, in terms of public service delivery, their importance lies in the need to build 
confidence and trust between the public sector and the public they serve.  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 the need arise. The 
inspection team observed that at the Magistrate Courts visited, as well as front-line staff had 
their name tags on. The staff also appeared polite, friendly, knowledgeable and professional 
in their conduct. 
 
4.2.4 Talking to Citizens 
 
The Batho Pele principle of Consultation states that users of public services are to be 
consulted about their needs and priorities.  The length of time taken while waiting to be 
served often influences the confidence with which the public will view the quality of services 
received.  Citizens as consumers of the services provided by the institutions are in a better 
position to give feedback on the state of service delivery.  In order to elicit feedback from 
citizens on the services they receive, departments are expected to have complaint boxes or 
suggestions boxes. The inspection team noted that at the Magistrate Courts 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 Magistrate Courts. This is in line with 
the Batho Pele principle of Consultation. It was, however noticed that the Magistrate Courts 
do not have complaint procedures to be followed by citizens when lodging complaints. 
 
Following interviews, the inspection team noted that there were service users who were not 
happy with the waiting period before they were assisted, the time taken by the court before 
finalising their cases, and also the outcome of their cases.  At both inspected Magistrate 
Courts, the majority of citizens indicated that they were treated with courtesy and respect.  
However, at the Kroonstad Magistrate Court citizens raised concern about the manner in 
which they were treated by Police Officers who were handling their cases.  Concerns were 
also noted from citizens interviewed that they were not allowed to enter the Magistrate 
Courts’ premises with their food.  As a result, they feared that if they went out to the shops, 
their names might be called in the courtrooms during their absence and risk having their 
cases postponed due to non-appearance. 
 
4.2.5 General Observation 
 
Low morale and substandard performance may often be a function of poor working 
conditions.  It is therefore important that these conditions are closely monitored and 
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addressed when they deteriorate to ensure that employees perform at their peak.  Equally 
important are inputs from staff to bring about innovation and improved service delivery.  The 
inspection team’s findings showed that at the inspected Magistrate Courts, the staff was 
generally satisfied with the working conditions and seemed to interact well with one another.  
However, a concern was raised by one official at the Welkom Magistrate Court that she did 
not have a computer and had to work manually, which hampered service delivery. 
 
In general, it was observed that at the Kroonstad Magistrate Court, there were water taps 
inside and outside the building for the citizens to access drinking water. At Welkom 
Magistrate Court, water taps were only found in the toilets.  The situation was found to be 
untenable, and posed problems of hygiene for citizens were they to access drinking water 
from such taps.  At both Magistrates Courts, air conditioning facilities were found to be in 
good working condition and the toilet facilities were clean.  There was adequate security 
personnel at the entrance to the buildings to provide safety and security.  At Kroonstad 
Magistrates Court, parking was found to be sufficient whereas at Welkom Magistrate Court, 
it was insufficient and as a result visitors were forced to park in the street. 
 
5. RECOMMENDATIONS 
 
5.1 ANNOUNCED INSPECTIONS 
 
It is recommended that: 
 
• Infrastructural Resources:  The DoJ&CD addresses the need for additional 

Regional Courts to ameliorate the pressure on the two Regional Courts due to an 
increased demand for services and also to improve access to the courts by the 
previously disadvantaged communities.  In this regard, a plan of action should be put 
in place by April 2012. 

 
• The DoJ&CD should cooperate with the National Department of Public Works (DPW) 

to identify suitable accommodation for the courts.  Consideration should also be 
given to the provision of additional regional courts in view of the findings on the 
increased demand for and to address issues of access of regional court services.  In 
this regard, a plan of action should be put in place by April 2012. 

 
• Post Structure: The DoJ&CD must address the vacancy rate at the two Regional 

Courts to enable continuous service delivery in line with the DPSA’s prescripts for 
filing of vacancies.  In this regard, a plan of action should be put in place by April 
2012. 
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• Coordination and Integration of a process across departmental boundaries: 
The DoJ&CD as the center of coordination should ensure cooperation and 
collaboration amongst the Magistrates, the NPA, SAPS and Legal Aid of South Africa 
to ensure regular participation as envisaged by the CFM system. Regular meetings 
between these bodies should be held in accordance with the CFM guidelines. 
Stakeholder commitment and cooperation will go a long way in tackling issues of 
backlogs of cases. In this regard, a plan of action should be put in place by April 
2012. 

 
• Enforcement of protocols: The DoJ&CD should ensure that the Court Screening 

Protocol which deals with the trial readiness of cases is strictly adhered to in order to 
improve service delivery and ameliorate the backlog of cases.  In this regard, a plan 
of action should be put in place by April 2012. 

 
• Budget control: The DoJ&CD should implement appropriate measures for the 

stringent control and management of Subsistence and Travel (S&T) claims by 
Magistrates.  In this regard, a plan of action should be put in place by April 2012. 
 

• Equipment: The DoJ&CD should provide more computers, printers, fax machines 
and related equipment at both courts to enable efficiency in dealing with court 
matters. In this regard, a plan of action should be put in place by April 2012. 

 
5.2 UNANNOUNCED INSPECTIONS 

 
It is recommended that:  

 
• Reception areas: Clearly designated and manned reception areas should be 

provided at both the Kroonstad and Welkom Magistrates Courts. In this regard, a 
plan of action should be put in place by April 2012. 

 
• Service charters:  A service charter should be displayed at the Welkom Magistrates 

Court with consideration being given to providing these in indigenous languages at all 
the courts to improve access to previously disadvantaged communities.  In this 
regard, a plan of action should be put in place by April 2012. 
 

• Signage: Inside signage should be provided in languages predominantly spoken in 
the areas serviced by both Magistrates Courts to improve access to the previously 
disadvantaged communities of such areas. In this regard, a plan of action should be 
put in place by April 2012. 
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• Business hours:  Business hours should be displayed at the Welkom Magistrates 
Courts to improve access to court operations. In this regard, a plan of action should 
be put in place by April 2012. 

 
• Complaints/suggestion boxes: Clear complaints and suggestions procedures 

should be provided and placed where the public could easily access and be 
encouraged to utilize them. In this regard, a plan of action should be put in place by 
April 2012. 

 
6. CONCLUSION 
 
The inspections have become one of the PSC’s methodologies of reinforcing accountability 
across the Public Service because they are a fact finding exercise meant to observe and 
obtain first-hand information on service delivery. The above findings reflect the discussions 
between the inspection team and the DoJ&CD and the NPA as well as the Regional Court 
President Forum (RCPF).  In general, the findings show that the lack of cooperation amongst 
stakeholders has impacted negatively on the efficiency of the courts. Furthermore, the 
perennial human and infrastructural constraints facing the courts have contributed to the 
backlog of cases, while the unavailability of an efficient case registration system to monitor 
cases has prevented the effective mapping of progress on backlog cases.  
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