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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 a backlog1. 
Given the crucial role played by the courts in effecting justice, the PSC decided in 2011 to 
conduct service delivery inspections of the Regional Courts of 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. Furthermore, the inspections sought to assess adherence 
of the courts to the service delivery principles of Batho Pele as a key strategy for the 
transformation of Public Service delivery.

The delivery of justice is performed by multiple stakeholders. Therefore, in conducting these inspections, the PSC 
reached out to stakeholders such as the National Prosecuting Authority (NPA) and the Regional Court Presidents 
Forum (RCPF) to ensure that their views were solicited to strengthen the findings of these inspections. 

The inspections, led by Public Service Commissioners, found that human resource constraints, lack of court 
infrastructure, poor utilisation of court hours and the lack of cooperation and coordination at Case Flow Management 
(CFM) level have undermined the efforts to eradicate the backlogs at the Regional Courts. 

It gives me pleasure to present the Report on Inspections of the Regional Courts. The PSC is of the view that the 
findings and recommendations contained in this report will help the Department and its stakeholders in improving 
service delivery at the courts. It is important to note that the findings and recommendations of the inspections 
have been shared with the Department, RCPF and the NPA. At the time of publishing this report, the PSC had 
already received the response highlighting progress as well as further commitments from the DoJ&CD on the 
implementation of the recommendations. These are reflected in Annexures E and F. 

The PSC wishes to thank the department and its stakeholders, in particular the NPA and RCPF for their cooperation 
during the inspections. 

MR B MTHEMBU
CHAIRPERSON: PUBLIC SERVICE COMMISSION

1  The Republic of South Africa. Public Service Commission. Consolidated Report on Inspections of Detective Services: Department of Police. 2011
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Executive Summary
BACKgROUND

Government has made concerted efforts towards the fight against crime and ensuring that South Africa is a safe 
country. In this regard, amongst government’s priorities and outcomes is the fight against crime. It is therefore critical 
that initiatives aimed at achieving this key priority and outcome are monitored.  The PSC decided during 2011/12 
to conduct inspections in the Department of Justice and Constitutional Development (DoJ&CD) focusing on the 
backlog of cases at the courts, especially those cases that require detective services.  These inspections sought to 
determine the reasons for such backlog at the courts and whether the courts comply with the implementation of 
the Batho Pele principles. Inspections serve as a monitoring tool which helps generate information to assess Public 
Service performance and advice on steps to be taken to ensure the required improvement.

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 NPA, the Magistrates Commission (MC) and the RCPF.  This 
was to ensure that their views on the matter of backlog of cases at the Regional Courts were obtained during the 
inspection process.  The PSC conducted both announced and unannounced inspections. Overall, 18 Regional Courts 
across the country, and the National Office of the DoJ&CD were inspected.  These inspections were led by PSC 
Commissioners. 

KEY FINDINgS 

Announced Inspections

•	 At the time of the inspections, there was a 13% decrease of cases on the backlog from June 2006 (baseline) 
to June 2011. However, the absence of effective and common data recording system to monitor backlog cases 
made it difficult to map progress with regard to backlog cases at most Regional Courts visited. 

•	 Reasons contributing to backlog of cases included:

	− Insufficient number of human resources from the various institutions involved in the court process, often 
leading to postponements of cases and subsequent backlogs.

	− The introduction of the civil jurisdiction at Regional Courts has led to a substantial increase in the number 
of cases.

	− The lack of necessary and basic infrastructure such as court rooms, consultation rooms and office 
accommodation for staff.

	− Poor utilisation of court hours.
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•	 A number of interventions had been put in place to eradicate backlogs and ensure effective delivery by the 
justice system, and these included the following:

	− Case backlog project: backlog courts were established to deal specifically with backlog cases. Unfortunately, 
some of the backlog courts were affected by challenges such as poor utilisation of court hours and the lack 
of necessary infrastructure.

	− Case flow management: A case flow management structure and plan had been put in place to ensure 
that justice is equally and timely served to all persons. However, all stakeholders who participated in these 
inspections were of the view that stakeholder coordination and cooperation was difficult and was a major 
factor undermining progress in case flow management. 

	− Development of protocols: Various protocols were developed. However, some of these protocols such 
as the protocol on procedures to be followed in the case of criminal matters to be heard in the Regional 
Courts were difficult to implement, especially due to non-adherence of the stakeholders to the requirements 
of these protocols. 

	− Audio-Visual Remand System: At the time of the inspections the System was being piloted which 
involves the use of close circuit television linked to the correctional centres. This will avert the need for the 
awaiting trial detainees to come to the courts, and thus facilitate the speedy delivery of justice.

•	 There was a concern around the poor quality of investigations or incomplete investigation of cases by the South 
African Police Service (SAPS).  The finding confirmed the PSC’s findings contained in the report on inspections 
of the detective services, which showed a serious lack of training in the detective services2.

•	 Concerns were also raised on delays of forensic reports from the Department of Health.  This further confirmed 
the PSC’s findings contained in the report on inspections of the detective services, which showed that the 
forensic laboratories of the Department of Health were dysfunctional and failed the Criminal Justice System3.

Unannounced Inspections

•	 It was observed that 72% of the Regional Courts visited and the National Office displayed outside signage. Inside 
signage was displayed in 67% of the Regional Courts visited and it was heartening to note that Tzaneen also 
displayed its inside signage in Xitsonga, which is one of the predominantly spoken languages in the area.

•	 It was also observed that at the National Office and most of the Regional Courts (55%) inspected, ramps had 
been provided to enable easy access for people with disabilities.

•	 It was observed that the reception area was clearly marked at the National Office, and reception areas of 67% 
of the Regional Courts were identifiable.

•	 The inspection team established that the service charters or standards were displayed only in 17% of the 
sampled Regional Courts; even at the National Office these were not displayed. Furthermore, the majority of 
these were written in english, even in the rural areas.

•	 Although 39% of the sampled Regional Courts provided complaints or suggestion boxes, only 11% had the 
complaints procedure to be followed by citizens displayed.

2  Republic of South Africa. Public Service Commission. Consolidated report on inspections of Detective Services: Department of Police. 2011
3  Republic of South Africa. Public Service Commission. Consolidated report on inspections of Detective Services: Department of Police. 2011
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•	 The inspection teams found that name tags were neither worn by front-line staff in 77% of the sampled Regional 
Courts, nor at the National Office.

•	 According to citizens interviewed, the waiting time in Gauteng (Johannesburg and Protea) was three (3) to four 
(4) hours, in Limpopo (Polokwane and Tzaneen), two (2) and four (4) hours respectively, while in Mpumalanga 
it was more than two (2) hours. In Northern Cape (Kimberley and Upington) the citizens waited for four (4) to 
five (5) hours for court services such as consideration for their bail applications amongst others.

•	 It was found that in 67% of the sampled Regional Courts, citizens were satisfied that they were treated with 
dignity and courtesy.

•	 The inspection teams found that air-conditioning systems were available at the National Office and in 33% of 
the Regional Courts visited.

•	 At the National Office and 33% of the sampled Regional Courts, access to clean water had been provided.

•	 Parking facilities were found to be good at the National Office whereas at the sampled Regional Courts, only 
22% had parking facilities.

RECOMMENDATIONS

Announced Inspections

It is recommended that:

Data management: The DoJ&CD should ensure that data management is strengthened to provide quality and 
reliable data for monitoring performance of the courts, especially with regard to backlog cases. Furthermore, the 
Integrated Case Management System (ICMS) should be rolled out to enhance the quality of data generated from the 
court statistics.  This should cater for the needs of all stakeholders in order to avoid the duplication of this function 
between various stakeholders. 

Lack of resources:  The DoJ&CD, in partnership with the key stakeholders, should conduct an audit of the Regional 
Courts to determine which courts are experiencing challenges of infrastructure, lack of court equipment and general 
lack of human resources. based on the outcome of the audit, the DoJ&CD should ensure that facilities are improved, 
necessary equipment is made available and all stakeholders should ensure that minimum required human resources 
are available to perform their duties at the courts. 

Stakeholder coordination: The DoJ&CD, as the center of coordination, should ensure cooperation and 
collaboration amongst all the stakeholders in the justice cluster. Stakeholder commitment and cooperation will go a 
long way in tackling issues of backlog cases. Stakeholders should cooperate and support the RCPF in this regard.  This 
could further be strengthened through Service Level Agreements (SLA) between institutions. 

Utilisation of court hours:  The DoJ&CD should strictly monitor the utilisation of court hours and ensure that 
defaulters are held accountable. 
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Unannounced Inspections

It is recommended that:

Ramps: Ramps should be erected to enable service users on wheel chairs to easily access and use the facilities of 
the courts. 

Service charters: Service charters indicating court services and standards should be displayed to improve access 
and measuring of quality of services by customers, and these should, as far as possible, be provided in languages 
predominantly spoken in the areas served by the courts concerned. 

Complaint/suggestion boxes: Complaints and suggestion boxes should be provided and placed where the 
public could easily access and be encouraged to utilise them. Complaints procedures should also be provided to 
empower complainants.

Name tags: wearing of name tags should be a norm for all front and back office staff serving the public and should 
therefore be enforced at all courts.

Business hours: business hours should be displayed at all courts. 

Waiting areas: The DoJ&CD should ensure that decent waiting rooms and areas for all citizens who visit courts 
are provided.  

Ablution facilities: The DoJ&CD should ensure that the courts are improved, especially with emphasis on the 
cleanliness of the ablution facilities. 

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 show that the timely delivery of justice to the citizens is indeed undermined by the backlog of 
cases. whilst efforts have been put in place to eradicate backlogs, the continuing human resource constraints, lack of 
necessary court infrastructure, poor utilisation of court hours and poor stakeholder cooperation and coordination 
at Case Flow Management (CFM) level are contributing to a persistent backlog of cases.
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1.1 INTRODUCTION AND BACKgROUND

Improving service delivery for the citizens of South Africa remains a key priority for government. To this end, 
government has outlined five priorities and twelve outcomes in order to fulfill its mandate of delivering services to 
citizens. Therefore, various government departments are required to put systems and processes in place to ensure 
that these priorities and outcomes are achieved. However, the activities and achievements directed at attaining such 
outcomes need to be monitored on a regular basis. In this regard, the PSC 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. One 
such mechanism involves the inspection of service delivery sites. Through inspections, the PSC observes, collects 
information and obliges officials of departments to account for the state of affairs at the service delivery sites under 
their jurisdiction. 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 PSC Act (1997) which provides that “the 
Commission may inspect departments and other organisational components in the Public Service, and has access to such 
official documents or may obtain such information from Heads of those departments or organisational components or from 
other officers in the service of those departments or organisational components as may be necessary for the performance 
of the functions of the Commission under the Constitution or the Public Service Act4”.

In line with the above-mentioned mandate, the PSC developed a Protocol on Inspections5. The purpose of the 
Protocol 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, and the 
following departments were inspected:

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

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

•	 South African Police Service in 2008/2009.

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

•	 South African Police Service in 2010/2011.

The PSC’s 2010/2011 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 courts which led to a backlog6. In order to 
consolidate its findings in this area, the PSC decided in the 2011/2012 financial year to conduct inspections in the 
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 Public Service delivery.

The purpose of this consolidated report is to present the overall findings and recommendations of the service 
delivery inspections conducted at the National Office of the DoJ&CD and the selected Regional Courts in the 
eastern Cape, Free State, Gauteng, KwaZulu-Natal, Limpopo, Mpumalanga, North west, Northern Cape and western 
Cape.  This report also contains feedback from the DoJ&CD on the implementation of the PSC’s recommendations. 

4 Republic of South Africa. Public Service Commission. Public Service Commission Act. 1997
5  Republic of South Africa. Public Service Commission. Protocol on Announced and Unannounced Inspections.2007
6  Republic of South Africa. Public Service Commission. Consolidated Report on Inspections of Detective Services: Department of Police. 2011
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Individual reports emanating from the inspections at the National Office of the DoJ&CD and the nine provinces are 
available from the PSC’s website www.psc.gov.za. 

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 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 determine the service delivery challenges facing the 
departments. 

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

c) To afford the PSC an opportunity to observe the extent 
to which services are rendered to citizens.

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

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

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

g) 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.

1.3 SCOPE AND METHODOLOgY

1.3.1 Scope

The inspections were conducted at the National Office of the DoJ&CD as well as selected Regional Courts in all nine 
provinces. In this regard, a total of 18 Regional Courts were visited. Furthermore, the PSC liaised with stakeholders 
such as the NPA and the RCPF for purposes of strengthening the findings of these inspections. Table 2 below shows 
the list of inspection sites (courts) visited and the dates on which inspections were conducted. 
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Table 2:  List of provinces, Regional Courts, and dates of the inspections

EASTERN CAPE

Zwelitsha Reginal Court

Mthatha Regional Court 

14 September 2011

16 September 2011

FREE STATE

welkom Regional Court

Kroonstad Regional Court

12 October 2011

13 October 2011

GAUTENG

Johannesburg Regional Court

Protea Regional Court

31 August 2011

19 September 2011

KWAZULU-NATAL

Pietermaritzburg  Regional Court

Port Shepstone Regional Court

02 October 2011 and 02 November 2011

4 October 2011

LIMPOPO

Tzaneen Regional Court

Polokwane Regional Court

26 September 2011

23,29 September 2011 and 05 October 2011 

MPUMALANGA

Nelspruit Regional Court

barberton District Court

22,25 August 2011 and 09 September 2011

19 September 2011

NORTHERN CAPE

Upington Regional Court

Kimberley (Galeshewe) Regional Court

22 September 2011

29 September 2011

NORTHWEST PROVINCE

Ga-Rankuwa Regional Court

Taung Regional Court

04 October 2011

06 October 2011

WESTERN CAPE

blue Downs Regional Court

bellville Regional Court

14 September 2011

14 September 2011

DePARTMeNT OF JUSTICe AND CONSTITUTIONAL 

DeVeLOPMeNT (NATIONAL OFFICe)

4 August 2011

ReGIONAL COURT PReSIDeNT FORUM 25 August 2011

NATIONAL PROSeCUTING AUTHORITy 5 October 2011
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1.3.2 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 NPA and the MC.

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. 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 
a picture of the daily operations and practices of a service delivery site. The inspections were led by the PSC 
Commissioners. Data collection tools were used to guide and to gather data during the inspections.

1.3.3 Limitations of the Study

The following were the limitations of the inspections:

•	 The Criminal Justice System (CJS) is complex and multifaceted, and therefore not all stakeholders participated 
during these inspections.

•	 In some instances, stakeholders were visited and engaged on separate occasions. As a result, the findings from 
some stakeholders could not be validated in the presence of others.

1.3.4 Structure of the Report

Chapter 2: presents an overview of the findings of the study.

Chapter 3: presents the overall recommendations and conclusion.
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Overview of the findings

2.1 INTRODUCTION

Chapter two presents the overview of the findings of the announced and unannounced inspections. The overview 
is presented according to the key thematic areas of the inspections, which were the status of backlog cases at the 
Regional Courts, reasons contributing to the backlog of cases, CJS backlog interventions and stakeholder relations. 
The chapter also presents the findings on the DoJ&CD’s implementation of and compliance with the Batho Pele 
framework.

2.2 OVERVIEW OF THE FINDINgS ON ANNOUNCED INSPECTIONS

2.2.1 Status of Backlog Cases at the Regional Courts

The DoJ&CD defined backlog as all cases longer than six (6) months on the District Court roll, nine (9) months on 
the Regional Court roll and twelve (12) months on the High Court roll. During engagement with senior officials 
of the DoJ&CD at the National Office, it was acknowledged that there was a backlog of cases at all levels of the 
courts. However, it was confirmed that the matter was more prevalent at the Regional Courts. The PSC’s visits to the 
Regional Courts confirmed this finding. The backlog of cases has a negative impact on the Constitutional obligation 
for speedy justice. Table 3 shows the national overview of the case backlog in all Regional Courts from 30 June 
2006, as the baseline for the case backlog reduction project, and progress made at the end of each financial year from 
2007 to 2011 and including up to 30 June 2011.

Table 3:  Backlog of cases at the Regional Courts

NATIONAL OVERVIEW:  ALL REGIONAL COURTS

CASE BACKLOG 
IN ALL REGIONAL 

COURTS

O/S ROLL BACKLOG % BACKLOG

Baseline:
30 June 2006 (6m)*

47 343 20 452 43%

31 March 2007 (9m) 46 418 19 481 42%

31 March 2008 (9m) 50 483 17 333 34%

31 March 2009 (9m) 51 796 16 083 31%

31 March 2010 (9m) 50 708 16 054 31%

31 March 2011 (9m) 52 756 16 875 32%

30 June 2011(9m) 51 521 17 785 34.5%

(8% increase from 47 343 in 
June 2006 to 51 521 in June 

2011)

(13% decrease from 20 452 in 
June 2006 to 17 785 in June 

2011)

*Number of months

Table 3 above shows a baseline of 20 452 cases on backlog (43%) on an outstanding roll of 47 343, during June 
2006.  This has been brought down to 17 785 in June 2011.  The findings show that following the backlog intervention, 
and over a period of five years (2007-2011) as indicated in the above table, there has been a constant drop of cases 
on the backlog from 20 452 to 16 875 in March 2011. However, during 30 June 2011, cases on the backlog again 
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increased to 17 785. Overall, there has been a 13% decrease of cases on the backlog from June 2006 to June 2011. 
Further details on the status of the backlog of cases per province are attached as Annexure A.

Further discussions with senior officials of the DoJ&CD indicated that the regional backlog courts have received in 
total 30 750 cases from 1 November 2006 until the end of June 2011. According to the DoJ&CD officials, in dealing 
with these cases, the Regional Courts finalise cases with a judgement, deal with cases through diversion and Alternative 
Dispute Resolution Mechanisms (ADRM), and also remove cases from the roll (through withdrawals, warrants of 
arrest, cases struck off the roll). The inspection team learnt that in particular out of the 30 750 cases, a total of  
30 094 cases were dealt with as follows:

•	 Finalised through Verdict/ ADRM: 20 022 cases, namely:

	− Guilty: 14 559 (of which 100 were Admission of Guilt)

	− Not guilty: 5 197

	− Diversions: 266

•	 Cases removed through re-screening and withdrawals: 8 837

•	 Transferred to high court: 12357

Table 4:  Backlog cases removed from the Regional Court rolls through the backlog project 

Period Average 
Hours

Cases 
Finalised

Withdrawn Transferred Total

Nov 2006 - March 2007 03:40 855 513 57 1425

April 2007 - March 2008 03:23 3503 1373 237 5113

April 2008 - March 2009 03:40 4496 1763 315 6574

April 2009 - March 2010 03:37 4593 2060 183 6836

April 2010 - March 2011 03:31 5272 2444 395 8111

April 2011 - June 2011 03:41 1303 684 48 2035

Total 20 022 8837 1235 30 094

Table 4 suggests that 656 cases were not dealt with (or not accounted for) as the department had earlier indicated 
that 30 750 cases have been received.

The collection of statistics on backlog cases is important to inform both the public and authorities about the progress 
with eradicating such cases. During inspections it was found that the DoJ&CD relied on and used statistics provided 
by the NPA as a barometer for the performance of courts since it experienced data integrity challenges with its 
ICMS. In this regard, the statistical information received by the PSC was confirmed by the NPA. During interaction 
with senior officials of the NPA, it emerged that the system of collecting statistics could not indicate, for instance, the 
number of cases on the outstanding roll which exceeded the 9 months period and automatically transfer them to the 
backlog cases. Such an element could serve as an early warning system on the performance of the courts, especially 
in instances where a large percentage of cases were transferred to the backlog cases, without being finalised. 

7  Republic of South Africa. Department of Justice and Constitutional Development. The Criminal Justice System Court Backlog. Unpublished Document.2011
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It was further established that the NPA monitored backlog cases on a monthly basis and this was prioritised at 
ground level. According to the senior officials at the NPA, their national objective was to have not more than 25% 
backlog cases, as measured against the total number of outstanding cases. As earlier indicated on Table 3 the status 
of backlog at end of June 2011 was 17 785, which represent a 34.5% backlog percentage ratio against an outstanding 
roll of 51 521.  Two months later, statistics provided by the NPA showed that at the end of August 2011, 18 065 cases 
from the total of 50 877 cases were backlog cases, which represented a 35.5% backlog percentage ratio.  The NPA 
senior officials acceded that the target had not been achieved. In essence, the findings show a trend where backlog 
remained somewhat steady instead of decreasing at a satisfactory rate. Furthermore, they conceded that whilst 
progress had been made in reducing cases on the backlog, such progress had been undermined by the continued 
number of cases (on the outstanding roll) that were not finalised on time (due to various reasons), and automatically 
became part of the backlog.

The ICMS challenges experienced by the DoJ&CD were also evident in the lack of coordination of data requested 
from the Regional Courts visited. For instance, whilst most Regional Courts provided data, this varied in format 
and it could not be analysed for purposes of comparison across all the Regional Courts visited. The absence of 
effective and common data recording and back-up system to monitor backlog cases made it difficult for the PSC 
to map progress in dealing with backlog cases at most Regional Courts.  There was also a lack of integration of the 
Information Communication Technology (ICT) systems, which may impede performance management across the 
cluster continuum. For instance, in Pietermaritzburg Regional Court (KwaZulu-Natal), information pertaining to the 
percentage of cases that were concluded per annum was not available as no official was assigned to analyse progress 
on cases for each year. At the Tzaneen (Limpopo) and Ga-Rankuwa (North west) Regional Courts, the inspection 
teams’ efforts to determine status of backlog cases were unsuccessful. Despite its repeated efforts, these courts 
failed to submit their statistics on case backlog. The reason provided at the Tzaneen Regional Court was that its 
data capturing system had crashed and as such the requested data could not be retrieved, whilst no reasons were 
provided at Ga-Rankuwa Regional Court. In Polokwane (Limpopo) Regional Court, information was provided on 
the statistics of all cases including backlog. However, no indication was provided on how backlog cases were dealt 
with during 2008-2010. 

It is the view of the PSC that performance monitoring on cases requires urgent attention at all Regional Courts 
in the country. without a well-functioning integrated ICT system, the resolutions of the 2011 Justice Conference 
which states that “Judicial case management shall be implemented to ensure that the justice to which South Africans are 
given access is of high quality and delivered with reasonable speed”, will be difficult to achieve. Although the DoJ&CD 
asserted during the inspections that it was on track to reduce the backlogs of all cases by 10% by 2014 from the 
2008 baseline as stated in the Minister’s Delivery Agreement8, it is the view of the PSC that more effort will be 
required to achieve the said target. 

2.2.2 Reasons Contributing to the Backlog of Cases

The inspection teams established that there were various challenges that contributed to the backlog of cases at the 
Regional Courts. The following shows the challenges that contribute to the case backlog:

a) Human resource constraints

The availability of key personnel is critical to driving processes and ensuring that assigned tasks are executed effectively 
and efficiently. All the Regional Courts visited experienced serious challenges relating to human resources capacity in 
key areas such as magistrates, prosecutors, Legal Aid practitioners, interpreters, intermediaries and court clerks.  The 

8  Republic of South Africa. The Department of Justice and Constitutional Development. A report on the Criminal Justice System Court Backlogs. 2011
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shortage of interpreters, mostly foreign language interpreters, was singled out. In instances where cases required the 
services of an interpreter and such was not available or even if they were available, but could not interpret in the 
required language for the case at hand, cases were postponed. 

Furthermore, it was established that there was an insufficient number of staff, representing the various institutions 
such as prosecutors and Legal Aid practitioners, at the courts. The shortage of such resources had a bearing on the 
finalisation of cases. For instance, cases that were dependent on Legal Aid for legal representation did not proceed in 
the absence of a legal aid practitioner.  The shortage of Legal Aid South Africa (LASA) practitioners was also raised by 
the NPA and the RCPF as a challenge, especially since the latter indicated that LASA practitioners work only 4 days 
a week. with regard to prosecutors, the RCPF was of the view that there should be two permanent prosecutors 
allocated to each Regional Court (which was found not to be the case), as agreed during the inception of the Case 
backlog project. During engagement with the NPA, it was found that it had struggled to attract and retain staff in all 
disciplines and specifically struggled to address the prosecutorial vacancy rate. In this regard, the aspirant prosecutor 
programme was the key strategy of filling vacancies bottom up. However, the programme had not addressed the 
problem. Suitable external candidates had not been sourced mainly due to a lack of experience at the higher levels. 
In general, the NPA acceded to its own lack of internal human resources which impacts negatively on the speedy 
finalisation of cases. 

Senior officials at the DoJ&CD indicated that the creation and filling of vacant magistrates posts took long and thus 
hampered performance in many provinces. It was also established that the DoJ&CD Justice College continued to 
make progress in providing various forms of training to magistrates, prosecutors, Masters, administrative personnel, 
court interpreters, registrars and clerks of the court. It should be noted that the 2011 Access to Justice Conference 
emphasised, amongst others, the need to prioritise education and training for both judicial and support staff.  However, 
capacity constraints still exist in most of the above-mentioned areas. In particular, the NPA was of the view that 
whilst the Justice College is the main provider of prosecutorial skills development, this has not been associated with 
a marked improvement in output. 

The above findings show that there is consensus between the DoJ&CD, NPA and RCPF on the human resource 
constraints facing Regional Courts. In the Free State and Limpopo Provinces, both Regional Courts inspected were 
operating on one acting magistrate. Due to the fact that they were not eligible for vacation leave it was found 
difficult to retain them for longer than three months, which led to postponements of cases. In the Northern Cape, 
the inspection team learnt that securing the services of magistrates also poses some unique challenges. For instance, 
magistrates at backlog courts are limited to five (5) “part heard” per a three (3) months contract period.  This implies 
that backlog court magistrates who have postponed five (5) cases to be heard at a date outside of their term of office 
of three (3) months, could not adjudicate on any other cases that may require a respite or postponement within his 
or her current contract period.  This in itself contributes to further delays as such cases were again postponed to be 
heard during the magistrate’s next three (3) months contract term.

In Gauteng, cases were postponed due to the unavailability of foreign language interpreters. This is despite the 
contracting of foreign language interpreters by the High Court which did not address the problem in the entire 
province. Furthermore, the lack of relief staff for prosecutors, legal aid and magistrates implied that cases were 
postponed if these were either sick or attending training. In Gauteng and KwaZulu-Natal all courts functioned on 
one prosecutor against the national standard of two prosecutors per court, whilst many other courts had junior and 
inexperienced prosecutors. 

In addition to the shortage of the above key personnel, it was also found that generally, court clerks, Digital Court 
Recording System operators and domestic violence clerks were insufficient in most courts visited.  These challenges 
were further exacerbated by processes of filling vacancies taking inordinately long especially at the Johannesburg, 
Protea (Gauteng), Kroonstad and welkom (Free State) Regional Courts.  The limited human resource capacity at the 
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various courts suggests that the available court officials are overburdened and cannot execute their judicial services 
optimally.

b) Introduction of Civil Jurisdiction

The PSC established that in 2010, Regional Courts received civil jurisdiction with the purpose of overhauling the 
civil justice system for expeditious, less cumbersome and affordable means of resolving civil disputes. This has thus 
contributed to a substantial increase in the number of cases at the Regional Courts.  The RCPF was of the view that 
tapping from the existing constrained human resources pool without strengthening the personnel capacity to match 
the additional responsibilities, merely increased the regional backlog cases. The inspection teams established that 
despite the undertaking by the DoJ&CD to incrementally increase Regional Court staffing in line with the available 
budget, there has been no relief for magistrates at civil and divorce courts. 

c) Lack of infrastructure

During engagement with senior officials at the DoJ&CD, RCPF and the NPA, it emerged that all Regional Courts were 
experiencing serious infrastructural challenges. These manifested in, for example, the lack of court rooms, insufficient 
accommodation for staff, lack of court equipment and a seriously compromised state of security at Regional Courts. 
The inspection teams’ visits to the Regional Courts confirmed this finding with 100% of the Regional Courts affected 
by infrastructure challenges in one way or the other. For instance, in the eastern Cape, North west and Northern 
Cape Provinces, the Regional Courts visited did not have sufficient court rooms for court proceedings. In the eastern 
Cape, court rooms were shared between the district and Regional Court, which contributed to the accumulation 
of backlogs as the affected magisterial district falling under these two courts had to use these rooms for about 3 
quarters of the time at the disadvantage of the Regional Courts.

It was found that in Gauteng, Mpumalanga, KwaZulu-Natal and North west provinces, the courts were located in 
old buildings that were dilapidated, and some with no prospects of further alteration to acquire the much needed 
space. Furthermore, in six provinces, namely eastern Cape, Gauteng, KwaZulu-Natal, Limpopo, Northern Cape and 
North west, Regional Courts had serious accommodation problems. In all the above cases prosecutors were the 
worst affected, in some instances 3-4 of them having to share a small office or a cubicle designed for one occupant. 
In loco observations showed that consultation between the prosecutors and witnesses was taking place in such 
conditions, which compromised confidentiality. In some instances pre-trial consultation was not taking place due to 
such unfavourable conditions. 

Furthermore, in Limpopo, Free State, Gauteng and eastern Cape Provinces, Regional Courts visited did not have 
separate waiting rooms for witnesses, which result in the complainant and the alleged 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 the alleged attackers.  The situation was found to be untenable since it 
led to secondary victimisation of the complainant. Failure by the department to address these physical factors 
will make it increasingly difficult for the department to fulfill its resolution on prioritising sexual violence cases and 
cases affecting children. The findings also showed that most Regional Courts experienced security challenges such 
as non-functioning of Closed-Circuit Television (CCTV) systems with barberton, Johannesburg, Mthatha, Nelspruit, 
Polokwane, Protea and Tzaneen specifically reporting on this.  This was even more concerning considering that the 
Mthatha Regional Court experienced several incidents of prisoners escaping who were not caught on camera due 
to inadequate CCTV cameras.

The inspection teams further established that there was insufficient court equipment in the Free State, Limpopo, 
North west and Gauteng Provinces with computers, printers, fax machines and Digital Court Recording Systems 
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(DCRS) being shared with the Regional Courts or not in working condition. Furthermore, Regional Courts in the 
eastern Cape, North west and Free State were often affected by water and electricity cuts, mostly in an abrupt 
manner and without prior notice.  The foregoing challenges resulted in postponement of cases, and contributing to 
the backlog. 

The inspection teams also noted the challenge of access to Regional Court services, which emanated from pre-
1994 configuration of jurisdictional areas, with communities from far-flung areas consequently having to travel long 
distances to courts. The implication of this was that witnesses often get discouraged to further partake in court 
proceedings with the result that cases are withdrawn, struck off the roll or fall into backlog.

d) Poor utilisation of court hours

The practical guide on court and case flow management stipulates that prescribed court hours are from 09h00 to 
16h00 with relevant adjournments.  This should translate into an average of 4h30 minute court sitting a day. However, 
it was found that court hours were decreasing instead of increasing. Table 5 shows the average courts hours for 
the Regional Courts. 

Table 5:  Regional Court hours

Financial  Years Court Hours

Average Hours 2011/12 03:31

Average Hours 2010/11 03:34

Average Hours 2009/10 03:45

Average Hours 2008/09 03:49

Table 5 above further depicts that between 2008/09 and 2011/12 financial years, Regional Courts have hardly sat 
for 4 hours a day and these were found to be gradually decreasing every year. In the eastern Cape, the absence 
of private attorneys on the date of the hearing led to cases being postponed.  In the Free State, poor utilisation of 
court hours was due to the lack of cooperation from the SAPS, which manifested in dockets not being available at 
court days and suspects or witnesses not being brought to court on time or failing to appear at all. In Gauteng, this 
was attributed to the poor communication between prosecutors and magistrates, whereby the prosecutors would 
not inform the magistrates of cases withdrawn in time so that there could be rescheduling of cases. In KwaZulu-
Natal, the lack of pre-trial consultation impacted negatively on court hours.  As a result, cases that should have been 
referred back for further investigation found their way onto the court roll, but only to be referred back later. In 
Limpopo, the absence of intermediaries and often insufficient CCTV and DCRS needed in highly sensitive cases led 
to postponement of cases and poor utilisation of court hours. In the Northern and western Cape, the erosion of 
available court time was due to the prosecutors and legal aid practitioners consulting on the morning of the trial 
(instead of the previous day), which seriously impacted on the overall available time.  The case flow management 
standards specifically provide for witness consultation the day prior to a case being heard. Concomitant circumstances 
such as the lack of witness transport contribute to the situation. 

a) Poor police investigation

The inspection teams established that poor police investigation was affecting progress on cases, in some instances, 
very serious cases.  As a result, a heavy burden was put on the prosecutors to guide the investigation. In the Free 
State, Limpopo, Gauteng, Northern Cape and western Cape, concerns were raised that cases take inordinately long 
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to investigate due to poor quality of investigations or incomplete investigations, where prosecutors would refer the 
matter back to the SAPS to address identified gaps. This corroborates the PSC’s findings during its inspections of 
detective services, where it was found that the matter of training of detective officers was a challenge.

2.2.3 Criminal Justice System Backlog Interventions 

The inspection team found that a number of interventions were in place to eradicate backlogs and ensure an 
effective delivery of the justice services.  The following outline the CJS backlog interventions:

a) Case backlog reduction project

The case backlog reduction project was initiated in June 2006. Following engagement with senior officials of the 
DoJ&CD, it was found that key to the backlog reduction project was the establishment of regional backlog courts. 
The project’s aim was to ensure that the inflow of the number of new cases is balanced by the number of matters 
concluded and that matters are finalised more speedily. During interaction with senior officials of the DoJ&CD, the 
inspection team could not establish the intended conclusion date for eradicating backlog. In turn, it was found that 
the project was extended every year after its commencement due to the continuing challenge of backlog of cases. If 
the challenges contributing to backlog (as already discussed) are not addressed, the need for the backlog reduction 
project will remain.

b) Case Flow Management (CFM) structures

To improve coordination amongst stakeholders, it was established that CFM structures had been put in place at 
national, provincial and local levels under the leadership of the judiciary.  The purpose of the CFM is amongst others, 
to secure the cooperation and commitment of all role players for an efficient court process.

The CJS, under the leadership of the DoJ&CD, is complex and multifaceted and consists of many stakeholders that 
all work together to deliver an effective and efficient service to our society. Key amongst them is the DoJ&CD, 
Police, Correctional Services, NPA, the LASA and the Judiciary. whilst these are some of the key stakeholders, there 
are other stakeholders that also play an important role in the CJS.  The inspection team found that there were still 
coordination challenges between the various role players leading to ineffective case flow management. According to 
senior officials at the DoJ&CD, this had led to lack of timeous case ready dockets, time delays in the finalisation of 
matters and thus backlogs in courts. Furthermore, senior officials were of the view that the coordination structures 
such as Case Flow Management was not addressing systemic problems due to the lack of commitment from role 
players. Presiding officers were responsible for the case flow management. On the other hand, the RCPF was of the 
view that the CFM structure and meetings were a good mechanism to deal with issues relating to the functioning of 
the courts. However, they also raised a concern around the poor cooperation of stakeholders and that this was the 
major factor undermining progress in Case Flow Management. 

The NPA is in the middle of the JCPS value chain. As a result, it was dependent on partners such as the Department 
of Police, LASA and the judiciary to enable it to deliver on its core mandate.  The NPA also cited poor cooperation 
and coordination across the JCPS as the major problem. In this regard, the NPA was of the view that poor court roll 
planning impedes proper service delivery in that not enough cases were placed for trial to occupy the courts for the 
full available time, leading to low finalisation rates and the building up of backlogs. The NPA mentioned that in the 
majority of offices the guidelines contained in the court and Case Flow Management booklet were not adhered to. 
It was further established that responsibility for the successful implementation of CFM rests with the judiciary that 
has the authority to control the optimal utilisation of court time and to exercise discipline where any role player 
frustrates the process. 
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c) Development of protocols

The inspection teams further established that various protocols were established aimed at enhancing access to 
justice. These included amongst others, a protocol on procedures to be followed in the case of criminal matters to 
be heard in the Regional Courts, court screening protocol, protocol for legal aid cases, mental observation protocol, 
protocol on service requirements and procedures for DoH Forensic Science Laboratory and protocol on dealing 
with foreign remand detainees and persons detained for deportation. However, there was a serious challenge in 
the implementation of some of the protocols. For instance, it was mentioned that the purpose of the protocol on 
procedures to be followed in the case of criminal matters to be heard in the Regional Courts was to assist presiding 
officers in improving coordination at court level between prosecutors, LASA practitioners and other court officials 
to ensure optimal utilisation of available court time, to finalise more cases and reduce case backlog, thus ensuring 
effective justice. However, the RCPF was of the view that it was difficult to enforce the protocol since it lacked 
legal effect. Another important protocol deemed to be crucial for the effective performance of the courts was 
the Protocol on pre-trial screening of cases to ensure court readiness of cases before being placed on the court 
roll. However, concerns raised by 89% of the visited Regional Courts regarding the poor quality of investigations 
or incomplete investigations by the SAPS clearly indicated that the aforesaid protocol is not always adhered to. 
According to the RCPF, development of the protocols and structures such as CFM meetings were good mechanisms 
but the stakeholders who are supposed to uphold these mechanisms were not committed to such course and were 
the ones undermining these mechanisms.

d) Audio Visual Remand System

At the time of the inspections the System was being piloted. The inspection team found that the Audio-Visual 
Remand System (AVRS) involves the use of closed circuit television in court which is linked to the Correctional 
Centres.  The System thus circumvents the need for the awaiting trial detainees to be physically brought to court. 
The inspection team established that the system was successfully piloted at Pretoria, Durban and Pinetown and Port 
elizabeth Magistrates Courts.  According to the DoJ&CD, a decision has been taken to roll out the project to 47 
Magistrates Courts and 22 Correctional Centres nationwide. This will assist to avert the appearance of awaiting trial 
detainees at courts and facilitate the speedy delivery of justice.

e) Implementation of the 7-Point Plan

According to the senior officials of the DoJ&CD, the implementation of the 7-Point Plan arising from the CJS review 
process which seeks to significantly improve the performance of the entire CJS, such that it acts as an effective and 
coordinated deterrent to crime, has been one of the key interventions in the delivery of justice services. A highlight 
of the seven point plan is attached as Annexure B.  The DoJ&CD also acknowledged that resolutions emanating 
out of the Access to Justice Conference were critical in further ensuring that access to quality justice for all is realised. 
A highlight of the resolutions is attached at Annexure C.

2.2.4 Stakeholder relations

A fundamental feature of an integrated approach in ensuring effective and efficient processes is the recognition of 
the important role of key stakeholders and establishing good working relations. It was observed that in most cases 
the relationship amongst stakeholders was professional with 78% of the Regional Courts affirming that it ranged 
from collegial to sound. However, it was disconcerting to note that they were seriously concerned about the poor 
quality of investigations or incomplete investigations of cases by the SAPS.  This confirms the PSC’s 2011 findings 
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contained in the report on inspections in the detective services, which showed the serious lack of training in the 
detective services9. 

Concerns were also raised with the delays of the forensic reports from the DoH, as indicated by 44% of the Regional 
Courts.  This further confirms the PSC’s 2011 findings contained in the report on inspections in the detective 
services, where visits to the DoH’s forensic laboratories showed that most of the laboratories were dysfunctional.

An equally worrying concern was raised with regard to the conduct of private attorneys with 44% Regional 
Courts indicating that private attorneys often abstained from court proceedings without prior notice which led to 
unnecessary postponement of cases.

The NPA was also not spared criticism with 33% of the Regional Courts raising the concern that cases would be 
ready within 48 hours, whereas the NPA would delay setting trial dates. 

2.3 UNANNOUNCED INSPECTIONS

The following shows the findings of the unannounced inspections conducted in the National Office of the DoJ&CD 
and the Regional Courts. The findings are presented according to the key thematic areas such as observing facilities, 
access to information and observing staff. Annexures highlighting the findings from each Regional Court are attached.

a) Observing facilities

Facilities of Public Service institutions should be accessible and noticeable for all citizens in keeping with the Batho Pele 
principle of Access. One measure of ensuring accessibility to these institutions is to improve their physical conditions 
and ensure that buildings are clearly sign posted. It was observed that 72% of the Regional Courts visited and the 
National Office had displayed outside signage. Inside signage was displayed in 67% of the Regional Courts visited and 
it was heartening to note that the Tzaneen Regional Court had also displayed its inside signage in Xitsonga, which is 
one of the predominantly spoken languages in the area.  The use of indigenous languages contributes to enhanced 
access, especially to the previously disadvantaged communities. whilst inside signage was not visible at the National 
Office, it was however, noticed that the visitors were escorted from the reception area to specific locations, thus 
minimising chances of citizens being lost once inside the building.  business hours were not displayed at the National 
Office and only 11% of the Regional Courts visited had business hours displayed.

It was observed that accommodation seemed to be a challenge in most of the courts with some of the buildings 
being old or not in a state to be renovated especially at barberton (Mpumalanga), Ga-Rankuwa (North-west), Port 
Shepstone (KwaZulu-Natal) and Tzaneen (Limpopo). Owing to lack of office space at the above-mentioned sites, 
additional space had been provided by way of prefabricated or movable structures. However, these did not have 
ramps for people with disabilities.

b) Observing information

The Batho Pele principles of Access and Information require information to be readily available to customers in 
order to empower them and address their needs. It was observed that the reception area was clearly marked at the 
National Office and reception areas of 67% of the Regional Courts visited were also identifiable.

9  Republic of South Africa. Public Service Commission. Consolidated report on inspections of detective services: Department of Police. 2011
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The inspection teams established that service charters or standards were displayed only in 17% of the sampled 
Regional Courts. even at the National Office these were not displayed. A heartening observation was made at the 
Kroonstad Magistrate Court in the Free State where a service charter was written in both english and South Sotho 
languages. At the Ga-Rankuwa and Taung Magistrate Court in the North west, the service charters were displayed 
only in english. 

The inspection teams observed that information or help-desks were available in 44% of the visited Regional Courts as 
well as at the National Office. However, in the Free State (welkom), Limpopo (Polokwane), Mpumalanga (barberton 
and Nelspruit) and Northern Cape (Kimberly and Upington), the information or help-desks were not manned. In 
Gauteng (Johannesburg and Protea) the help-desks were not stocked with appropriate forms and material to enable 
citizens to access the services provided.

The Batho Pele principle of Redress requires that members of the public shall have recourse if standards are not met. 
Although 39% of the sampled Regional Courts provided complaints or suggestion boxes, only 11%, namely barberton 
and Nelspruit in Mpumalanga, had the complaints procedure to be followed by citizens displayed. However, none of 
the Regional Courts that provided complaints or suggestion boxes had availed pens and paper to encourage citizens 
to use these important mechanisms.

c) Observing staff

As stated in the Batho Pele principles, Openness and Transparency are the hallmarks of a democratic government and 
are fundamental to the public service transformation process.  Their importance lies in the need to build confidence 
and trust between public servants and the public they serve.  In order to promote accountability, openness and 
transparency, staff should always wear name tags whilst at work so that citizens are able to identify officials that 
provide a service.  The inspection teams found that name tags were not worn by front-line staff in 77% of the 
sampled Regional Courts and at the National Office. Only 44% of the back-office staff in the sampled Regional 
Courts had their name tags on. It was very heartening to find that officials in all the sampled Regional Courts and at 
National Office appeared to be courteous, knowledgeable and professional.

d) Talking to citizens

The Batho Pele principle of Consultation states that users of public services are to be consulted about their needs 
and priorities. Citizens as consumers of the services provided by public institutions are in the best position to 
give feedback on the state of service delivery, including reasonable waiting time. Their views and comments are 
important in efforts to improve service delivery.  The length of time taken while waiting to be served often influences 
the confidence with which the public will view the quality of services to be received. According to the citizens 
interviewed, the waiting time in Gauteng (Johannesburg and Protea) was three (3) to four (4) hours, in Limpopo 
(Polokwane and Tzaneen), two (2) and four (4) hours respectively, while in Mpumalanga it was more than two (2) 
hours. It was disconcerting to note that in the Northern Cape (Kimberly and Upington), citizens seemed to have 
resigned themselves to the lengthy waiting period by indicating that they were satisfied and did not find it to be out 
of the ordinary to wait four (4) to five (5) hours for the services. Generally, citizens from the rural areas indicated 
that they travelled long distances with those in Limpopo (Tzaneen) and Mpumalanga (barberton and Nelspruit) 
seemingly travelling in excess of 50 kilometres to reach the Regional Courts. Most of them were dissatisfied with the 
inefficient and exorbitant public transport system. This strongly suggests that efforts should be made to transform 
the justice system especially taking into account the findings of the announced inspection that the configuration of 
jurisdictional areas was still based on the pre-1994 legacy in most provinces.



21

It was however, found that in 67% of the sampled Regional Courts, citizens were satisfied that they were treated 
with dignity and courtesy. Only 11% of the citizens interviewed indicated that they were not aware of the procedure 
relating to the complaints and/or suggestions boxes. None of the citizens interviewed had previously lodged a 
complaint.

e) general observation

The quality of the working conditions play an important role in both increasing the productivity of the officials as 
well as providing a welcoming environment for the clients. As a result, good ventilation, availability of ablution facilities 
and access to drinking water are necessary in all the institutions that provide public services. The inspection teams 
found that air-conditioning systems were available at the National Office and in 33% of the Regional Courts visited. 
However, most air-conditioning systems in Limpopo (Polokwane and Tzaneen Regional Courts) were not in good 
working condition, while in Mpumalanga (barberton and Nelspruit Regional Courts) they were found not to be 
working at all.

At the National Office and 33% of the sampled Regional Courts, access to clean water had been provided. Although 
water dispensers had been provided at the National Office and in Mpumalanga (barberton and Nelspruit Regional 
Courts), the dispensers were found to be empty. In the eastern Cape (Mthatha and Zwelitsha) and North west 
(Taung) frequent disruptions in water and electricity supply were reported.

It was found that toilet facilities were available in all the Regional Courts. However, in KwaZulu-Natal and Mpumalanga 
they were not in good working condition. In the western Cape the toilet facilities did not have running water whilst 
at the Kimberley Court the urinals in the men’s toilets were blocked. In contrast, while the toilet facilities at the Taung 
Regional Court in the North west were found to be clean and well maintained, they are situated on the first floor 
and can only be accessed through stairs which limits access by people with disabilities since there were no lifts and 
thus not in keeping the Batho Pele principle of access.

Parking facilities were found to be good at the National Office whereas of the sampled Regional Courts, only 22% 
had parking facilities. Furthermore, security measures were found to be very tight at the National Office, whilst only 
33% of the sampled Regional Courts seemed to have a secure environment. It was observed that owing to lack of 
space, the prefabricated structures provided at barberton (Mpumalanga), Nelspruit (Mpumalanga), Pietermaritzburg 
(KwaZulu-Natal), Port Shepstone (KwaZulu-Natal) and Tzaneen (Limpopo) did not have security barriers between 
the magistrate’s seat and the place which is occupied by awaiting trial prisoners in court, which posed a serious safety 
and security concern.
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According to the PSC’s protocol on inspections, the lasting success of inspections depends on how and when the 
outcomes of the inspections are communicated to the line departments and other implementing agencies10.  To this 
end, the PSC has already communicated the findings and recommendations of the inspections to the DoJ&CD, NPA 
and RCPF and feedback on the implementation of the recommendations has been received. 

whilst mechanisms have been put in place to reduce the backlog of cases, such as the specialised backlog courts, 
introduction of protocols and the CFM plan and structures, the inspections found that these mechanisms were 
undermined by human resources constraints, the lack of court infrastructure, poor utilisation of court hours and the 
general lack of cooperation and coordination at the CFM level. 

3.1 RECOMMENDATIONS

3.1.1 Announced Inspections

Data management: The DoJ&CD should ensure that data management is strengthened to provide quality and 
reliable data for monitoring performance of the court, especially with regard to backlog cases. Furthermore, the 
Integrated CMS should be rolled out to enhance the quality of data generated from the court statistics. This should 
cater for the needs of all stakeholders in order to avoid the duplication of performing this function by various 
stakeholders. 

Lack of resources:  The DoJ&CD in partnership with the key stakeholders should conduct an audit of the Regional 
Courts to determine which courts are experiencing challenges of infrastructure, lack of court equipment and general 
lack of human resources from all stakeholders concerned. based on the outcome of the audit, the DoJ&CD should 
ensure that facilities are improved, necessary equipment is made available and all stakeholders should ensure that 
minimum required human resources is available to perform their duties at the courts. 

Stakeholder coordination: The DoJ&CD as a center of coordination should assist its stakeholders in ensuring 
cooperation and collaboration amongst all the stakeholders in the justice cluster. Stakeholder commitment and 
cooperation will go a long way in tackling issues of backlog cases. Stakeholders should cooperate and support the 
RCPF in this regard. This could further be strengthened through SLA between institutions. 

Utilisation of court hours: The DoJ&CD should strictly monitor the utilisation of court hours and ensure that 
defaulters are rebuked. 

3.1.2 Unannounced Inspections

It is recommended that:

Ramps: Ramps should be erected to enable service users on wheel chairs to easily access and use the facilities of 
the courts. 

Service charters: Service charters indicating court services and standards should be displayed to improve access 
and measuring of quality of services by the customers, and these should, as far as possible, be provided in languages 
predominantly spoken in the areas serviced by the courts concerned. 

10  Republic of South Africa. Public Service Commission. Protocol on Announced and Unannounced Inspections.2007
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Annexure A, Annexure B
Annexure C, Annexure D
Annexure E, Annexure F

Complaint/suggestion boxes: Clear complaints and suggestion boxes should be provided and placed where 
the public could easily access and be encouraged to utilise them. Complaint procedures should also be provided to 
empower complainants.

Name tags: wearing of name tags should be a norm for all front and back office staff serving the public and should 
therefore be enforced immediately at both courts visited.

Business hours: business hours should be displayed in all courts. 

Waiting areas: The DoJ&CD should ensure that decent waiting rooms and areas for all citizens who visit courts 
are provided.

Ablution facilities: The DoJ&CD should ensure that the courts are improved, especially with emphasis to the 
cleanliness of the ablution facilities. 
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Annexure A:  
Regional Backlog Case Situation per Province

PROVINCIAL OVERVIEW: Regional Courts

Province Month Total Outstanding Roll Total Backlog % Backlog  Cases

Eastern Cape

April 2008 5926 2509 42.3%

April 2009 6321 2094 33.1%

April 2010 6938 2754 39.7%

April 2011 6849 2653 38,7%

May 2011 6775 2689 39.7%

June 2011 6772 2703 39.9%

Free State

April 2008 4391 1851 42.2%

April 2009 4008 1230 30.7%

April 2010 3740 1252 33.5%

April 2011 3922 1523 38.8%

May 2011 3965 1497 37.8%

June 2011 4045 1547 38.2%

Gauteng

April 2008 13 121 4140 31.6%

April 2009 13 940 4141 29.7%

April 2010 13 692 4173 30.5%

April 2011 14 253 4705 33.0%

May 2011 13 780 4667 33.9%

June 2011 13 759 4559 33.1%

KZN

April 2008 9713 4285 44.1%

April 2009 9958 4214 42.3%

April 2010 9170 3350 36.5%

April 2011 9664 3661 37.9%

May 2011 9856 3708 37.6%

June 2011 9193 3581 39.0%
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PROVINCIAL OVERVIEW: Regional Courts

Province Month Total Outstanding Roll Total Backlog % Backlog  Cases

Limpopo

April 2008 1944 359 18.5%

April 2009 2847 391 13.7%

April 2010 2777 523 18.8%

April 2011 2809 639 22.7%

May 2011 2729 664 24.3%

June 2011 2612 610 23.4%

Mpumalanga

April 2008 2909 887 30.5%

April 2009 2678 695 26.0%

April 2010 2672 837 31.3%

April 2011 3464 1058 30.5%

May 2011 3518 1127 32.0%

June 2011 3347 1167 34.9%

North West

April 2008 4892 1629 33.3%

April 2009 4556 1534 33.7%

April 2010 4245 1435 33.8%

April 2011 4430 1582 35.7%

May 2011 4304 1463 34.0%

June 2011 4231 1523 36.0%

Northern Cape

April 2008 1276 328 25.7%

April 2009 1598 405 25.3%

April 2010 1542 395 25.6%

April 2011 1422 388 27.3%

May 2011 1474 464 31.5%

June 2011 1482 466 31.4%

Western Cape

April 2008 6310 2159 34.2%

April 2009 6175 1780 28.8%

April 2010 6522 1675 25.7%

April 2011 6088 1601 26.3%

May 2011 5963 1686 28.3%

June 2011 6080 1629 26.8%

Total 51 521 17 785 34.5%
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Annexure B:
The Criminal Justice System (CJS) 7 point plan

The Seven-Point Plan places an emphasis on the fact that the different entities that comprise the CJS cannot exist 
in isolation. It represents a complex interaction between constantly changing variables. It also focuses attention on a 
vast number of criminal cases that are never adjudicated, as well as those which are recycled between functionaries 
and which result in multiple trial postponements. Ultimately, with long periods between hearings, these cases are 
withdrawn by frustrated and disillusioned victims and witnesses who have experienced the short-end of a system 
fraught with administrative backlogs and inefficiencies.

The Seven-Point Plan (SPP) consists of a package of interventions that will be implemented in an integrated and 
holistic manner to achieve a new dynamic and co-ordinated CJS. It consists of the following interventions:

•	 A single Vision and Mission for the CJS cluster leading to a single set of objectives, priorities and performance 
measurement targets across all departments that span the CJS.

•	 A new and realigned single CJS co-ordinating and management structure that flows in a seamless manner from 
the Cabinet to each court, and a person appointed from the executive as Head of the CJS structure with co-
ordination and management functions, not executive powers.

•	 Practical, short- and medium-term proposals to improve the performance of the courts, initially targeting Regional 
Courts and focusing courts on trials and ancillary proceedings and not as much on unproductive postponements.

•	 Improvement of key areas (component parts) within the CJS that contribute negatively to overall systems 
performance with measures to correct shortcomings and remove constraints, inhibitors and dependencies.

•	 An integrated and seamless National CJS Information System that will facilitate more informed strategies, 
plans and decision making.  A CJS modernisation programme that will facilitate the management of day-today 
operations, reduce costs and eliminate waste.

•	 Involvement of the population at large in the fight against crime through Community Safety Forum (CSF) 
structures and an expanded role. 

The CJS Seven-Point Plan with its objectives and desired outcomes highlights Government’s expectations, resolve 
and sense of urgency to improve the CJS and reinforces the need for a cross- functional co-ordinating structure that 
is empowered to direct the alignment of strategy, cross- structures, resources (human and other).
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Annexure C:  

CONFERENCE STATEMENT

ACCESS TO JUSTICE CONFERENCE:

TOWARDS DELIVERINg ACCESSIBLE AND QUALITY JUSTICE FOR ALL

By Chief Justice Sandile Ngcobo

7-10 July 2011

Hilton Hotel, Sandton, Johannesburg
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Preamble 
NOTING that many of our people do not enjoy the full benefit of the right to access to justice, enshrined in section 
34 of our Constitution; 

AND NOTING that deprivation of this fundamental right is as a consequence of various factors including, but not 
limited to - 

•	 systemic challenges in the administration of justice in our courts, namely, inefficient, inadequately trained and 
under resourced administrative personnel, complex, cumbersome pre-trial procedures and unreasonably long 
delays in the finalisation of both criminal and civil trials primarily due to the pace of litigation (both criminal and 
civil) being set and controlled by the litigants and not by the judicial officers; 

•	 the prevailing inequities of poverty, lack of information and paucity of adequate legal representation affecting in 
particular the most vulnerable sectors of our society, namely, the poorest of the poor, rural inhabitants, women 
and children; and 

•	 inadequate coordination among role players in the justice cluster ; 

AND WHEREAS it is the responsibility of government as a whole to ensure that access to quality justice for all 
is realised; 

AND WHEREAS the Judiciary under the leadership of the Chief Justice of the Republic of South Africa accepts 
the primary responsibility for the realisation of this objective;

WHEREFORE the conference agreed to implement the following measures under the leadership of the Chief 
Justice: 

Governance Measures 

1.  The Chief Justice shall establish a committee, comprising all key stakeholders in the justice system, to set 
benchmarks and performance standards for access to quality justice and to monitor implementation; 

2.  Structures which monitor access to justice and the functioning of the courts shall be established at a national, 
provincial, sub-cluster, and district level; 

3.  Heads of courts shall be empowered to effectively and efficiently implement these measures; 

Inter-branch Relations 

4.  Judicial integrity and accountability shall be upheld by the judiciary and supported by the other two branches 
of government, namely, the executive and the legislature, as required by the Constitution; 

5.  The three branches of government will continue to carry out their constitutional mandate in a manner that is 
sensitive to the doctrine of separation of powers; 

6.  All steps necessary shall be taken to facilitate the institutional and functional independence of the judiciary; 

7.  Closer cooperation shall be fostered between the Ministry of Justice and Constitutional Development and the 
Judiciary in relation to programmes and all important matters of mutual interest; 



31

Stakeholder Engagement 

8.  Prosecutors, public defenders and members of the private profession shall be consulted and encouraged 
to participate in all efforts designed to enhance access to the delivery of quality justice for all, including the 
establishment of a pool of professionals to render pro bono services to the poorest of the poor; 

9. Innovative ways of raising public awareness about access to quality justice shall be explored; 

10. There shall be structured interaction between the judiciary and the media; 

Regulatory Review 

11. Rules and legislation that stand in the way of access to quality justice for all shall be suitably amended; 

Case Management 

12. Judicial case management shall be implemented to ensure that the justice to which South Africans are given 
access is of a high quality and delivered with reasonable speed; 

Specialised Courts 

13. All measure necessary to enhance access to affordable justice shall be taken, including sufficiently restructuring 
and reasonably resourcing small claims courts, community courts and traditional courts; 

14. More attention should be given to sexual violence cases and cases affecting children; 

Education and Training 

15. education and training shall be prioritised for both judicial officers and support staff; 

Alternative Dispute Resolution 

16. Steps shall be taken to introduce alternative dispute resolution, preferably court-annexed mediation or the 
CCMA kind of alternative dispute resolution, into the court system; 

17. More use shall be made of restorative justice and diversion programmes; 

Information Technology 

18. Advanced court technology, audio-visual postponements and electronic filing shall be introduced and widely 
implemented. 



32

Annexure D
Checklist: Unannounced Inspections 

EASTERN CAPE PROVINCE

Name of Service Delivery Institution
(Court)

Mthatha Regional Court
16 September 2011

(Adapted 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. Court building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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
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ITEMS Ratings (Please 
tick Box)

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 knowledgeable) yes No

General observations:

24. Air Conditioning/heating yes No

25. Access to water for the public yes No

26. Toilet facilities yes No

27. Facilities for the disabled yes No

28. Parking sufficient yes No

29. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Zwelitsha Regional Court
14 September 2011

(Adapted 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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No
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ITEMS
Ratings (Please 

tick Box)

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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

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 knowledgeable) yes No

General observations:

24. Air Conditioning/heating yes No

25. Access to water for the public yes No

26. Toilet facilities yes No

27. Facilities for the disabled yes No

28. Parking sufficient yes No

29. Safety of service point location yes No

FREE STATE PROVINCE

Name of Service Delivery Institution
(Court)

Welkom Regional Backlog Court
12 October 2011

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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:
At the time of the inspection there was suggestion box at the reception but it was not locked.

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

25. If yes, how long?
The citizen said he waited for 3 hours before receiving assistance.

26. How long did you travel to reach the service point?
The citizen mentioned that he travelled on average 15 minutes.

27. Have you lodged a complaint with the office? yes No

28. Are you aware of the Department’s complaints handling system and procedures? yes No

29. Did you feel that you were treated with courtesy? yes No
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ITEMS
Ratings (Please 

tick Box)

General observations:

30. Air Conditioning/heating yes No

31. Access to water for the public yes No

32. Toilet facilities yes No

33. Facilities for the disabled yes No

34. Parking sufficient yes No

35. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Kroonstad Regional Backlog Court
13 October 2011

(Adapted 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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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

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
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ITEMS
Ratings (Please 

tick Box)

18. Is there a complaints register or suggestion box? yes No

19. Is complaint’s procedure clearly indicated to citizens? yes No

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1 If yes, how long?
The citizen indicated that he waited on average 2 hours.

25. How long did you travel to reach the service point?
The citizen told the inspection team that he travelled on average 15 minutes.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

GAUTENG PROVINCE

Name of Service Delivery Institution
(Court)

JHB Regional Court
30 August 2011

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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

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

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1  If yes, how long?
 The citizen informed the inspection team that he came at 09h00 to attend court proceedings as a witness and stayed 

until 12h00. The inspection team observed that there was no one to enquire from the citizens about what they require 
nor to provide information about the progress on proceedings.

25. How long did you travel to reach the service point?
 The citizen mentioned that he stays yeoville and he travelled for 15 minutes on foot.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No
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ITEMS
Ratings (Please 

tick Box)

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Protea Court
19 September 2011

(Adapted 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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

Comments:
At the time of the inspection the court was dirty.

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

14. Is it appropriately placed (visible) to citizens? yes No

15. Is there an information or help desk? yes No
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ITEMS
Ratings (Please 

tick Box)

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

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1 If yes, how long?
 The citizen informed the inspection team that he waited for 4 hours to appear in court.

25. How long did you travel to reach the service point?
 The citizen said he travelled for 1 hour to reach the service point.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

KWAZULU-NATAL PROVINCE

Name of Service Delivery Institution
(Court)

Port Shepstone Regional Court
03 November 2011

(Adapted from the DPSA’s Unannounced visits checklist)

ITEMS
Ratings (Please 

tick Box)

Facilities:

1. Is the reception clearly identified? yes No
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ITEMS
Ratings (Please 

tick Box)

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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before yes No

24.1  If yes, how long?
The citizen mentioned that she waited the whole morning only to discover that the matter will be heard in the 
afternoon.

25. How long did you travel to reach the service point?
The citizen mentioned that he travelled for 2 hours to access the service delivery point.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No
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ITEMS
Ratings (Please 

tick Box)

General observations:

29. Air Conditioning/heating Yes No

30. Access to water for the public Yes No

31. Toilet facilities Yes No

32. Facilities for the disabled Yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

LIMPOPO PROVINCE

Name of Service Delivery Institution
(Court)

Tzaneen Regional Court
26 September 2011

(Adapted 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. Court building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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
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ITEMS
Ratings (Please 

tick Box)

18. Is there a complaints register or suggestion box? yes No

19. Is complaint’s procedure clearly indicated to citizens? yes No

Comments:
Although a complaints/suggestion box had been provided, there was no pen and paper provided to encourage anyone to 
lodge a complaint or a suggestion.

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 knowledgeable) yes No

Comments:
N/A

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1  If yes, how long?
They waited approximately 3 hours.

25. How long did you travel to reach the service point?
The citizens interviewed indicated that they traveled approximately 21 kilometres.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
It was encouraging to note that citizens were satisfied that they were treated with courtesy.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No
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Name of Service Delivery Institution
(Court)

Polokwane Regional Court
29 September 2011
05 October 2011*

(Adapted 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. Court building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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? N/A

14. Is it appropriately placed (visible) to citizens? N/A

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:
Although a complaints/suggestion box had been provided, there was no pen and paper provided to encourage anyone to 
lodge a complaint or a suggestion.

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 knowledgeable) yes No
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ITEMS
Ratings (Please 

tick Box)

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1  If yes, how long?
The waiting was approximately two 2 hours and forty minutes.

25. How long did you travel to reach the service point?
The citizens interviewed indicated that they traveled approximately 21 kilometers.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
It was encouraging to note that citizens were satisfied that they were treated with courtesy.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

MPUMALANGA PROVINCE

Name of Service Delivery Institution
(Court)

Nelspruit
28 August 2011

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

8. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

Comments:
At the time of the inspection the camera in the child witness room was out of order. The inspection team further observed 
that lifts were not in good working condition and the air conditioners in some offices were out of order.

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

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

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1  If yes, how long?
The citizen mentioned that he travelled for more than 2 hours.

25. How long did you travel to reach the service point?
One citizen mentioned that she travelled 15 km however others indicated that they travelled for 70km.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No



47

ITEMS
Ratings (Please 

tick Box)

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Barberton District Court
19 September 2011

(Adapted 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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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

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

Observing staff

20. Front staff wearing name badges yes No
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ITEMS
Ratings (Please 

tick Box)

21. back office staff wearing name badges yes No

22. Staff appears friendly yes No

23. Staff appears professional (efficient and knowledgeable) yes No

Talking to citizens

24. Did you wait too long before someone assisted you? yes No

24.1 If yes, how long?
The citizen mentioned that he waited for 2 hours.

25. How long did you travel to reach the service point?
Some citizens mentioned that they travel for 15km before reaching the service point while others indicated that they travel 
short distances.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

NORTHERN CAPE PROVINCE

Name of Service Delivery Institution
(Court)

Kimberley Magistrate’s Court
24 November 2011

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

7. Cost of services displayed yes No

8. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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

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

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 knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1  If yes, how long?
The citizen mentioned that he waited for an hour.

25. How long did you travel to reach the service point?
The citizen mentioned that he travelled over 10km and used public transport.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No.

32. Facilities for the disabled yes No

33. Parking sufficient yes No
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ITEMS
Ratings (Please 

tick Box)

34. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Magistrate’s Court Upington
22 September 2011

(Adapted 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. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

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

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

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
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ITEMS
Ratings (Please 

tick Box)

23. Staff appears professional (efficient and knowledgeable) yes No

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No

24.1 If yes, how long?
 The citizen informed the inspection team that although he waited for 4-5 hours he was informed to appear again.

25. How long did you travel to reach the service point?
The citizen mentioned that he did not travel long as the taxi rank is not very far from the service point.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

NORTH WEST PROVINCE

Name of Service Delivery Institution
(Court)

Vryburg District Court

Date of inspection 21 October 2011

Inspection Team Members Mr OM Marumo

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

8. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

Comments:
There is no indication at the entrance that the area serves as a reception. The inspection team observed that the outside 
signage is there but is obstructed by large trees which are seldom cut. Services such as application for maintenance, bail 
payments etc are displayed at the reception.

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

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: 
There is no staff member assigned to direct visitors to appropriate service points. This is done by a member of the security 
company on request. Visible service standards/charts are displayed on the wall of reception. These are written in english only 
and therefore do not reflect the dominant languages of the region.

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 knowledgeable) yes No

Comments: 
The staff member tasked to take the researcher around the building did not wear a name tag. Neither did any of the staff 
members seen were wearing them. The official showing the researcher around indicated that they do have name tags 
although they seldom put them on. This could be attributed to the laxity of supervisors who do not put name tags on and 
are therefore unable to advise officials to do so.

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 travel to reach the service point?
Two service users spoken to were both local and did not travel from far to the service point

26. Have you lodged a complaint with the office? yes No
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ITEMS
Ratings (Please 

tick Box)

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
The general perception of service differs from service user to service user, depending on the type of service needed. For 
example, customers who come to pay for bail are satisfied with the service while those who come to collect maintenance 
often go home empty-handed.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

Comments:
Although there are air-conditioners in the building, there were complaints by some officials that these are often serviced. even 
after servicing, some remain dysfunctional for long periods. There is only one tap for service users. This tap is situated in such 
a way that customers may have to round the building from their service point to access water.

Although there are toilet facilities for both staff and service users, these are not in acceptable condition. For example, water 
may be found flowing on the floor as a result of leaking taps. Also, there are no ramps for use by both disabled officials and 
customers. Parking is a problem to officials while it is worse for customers as they have to park on the streets at their own 
risks. with regard to the safety of the service point location, nothing untoward could be established as there is a security 
company rendering security services.

Name of Service Delivery Institution
(Court)

Ga-Rankuwa Court
4 October 2011

(Adapted 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
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ITEMS
Ratings (Please 

tick Box)

7. Cost of services displayed yes No

8. Court  building in good condition yes No

9. Ramps for people with disabilities yes No

10. Cleanliness yes No

Comments:
The building is dilapidated and floods every time it rains as it was the case the day before the inspection team arrived, in 
addition sewerage spills every week as the pipes burst open. The inspection team was informed that the building that the 
Department of Home Affairs uses have enough space to accommodate the support staff of justice. The inspection team 
was informed that communication with the officials at the Department of Home Affairs has occurred but, to no avail

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

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:
The inspection team was informed that CCTV is not reliable as they CCTV break a lot at Ga-Rankuwa court. There are no 
curtains thus the privacy of the client is violated. There are no lockable cabinets to put the sensitive documents. Dockets were 
also put in another cabinet in the toilet.

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 knowledgeable) yes No

Comments:
The inspection team observed that the staff members were friendly and demonstrated professionalism and knowledge 
with regard to their work. The staff however, sounded very demoralised because of the poor working conditions they find 
themselves working in.

Talking to citizens:

24. Did you wait too long before someone assisted you? yes No
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ITEMS
Ratings (Please 

tick Box)

24.1 If yes, how long?
 The citizen mentioned that they have been there for more than 30minutes

25. How long did you travel to reach the service point?
The citizen mentioned that he travelled for only 10 minutes as it is not far.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
Members of the public that were there at the time of the inspection mentioned that they were not happy because they have 
been waiting for 30 minutes and no one was giving feedback regarding how long they have to wait before they can receive 
service.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

WESTERN CAPE PROVINCE

Name of Service Delivery Institution
(Court)

Bellville Regional Court
14 September 2011

(Adapted 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. Court  building in good condition yes No
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ITEMS
Ratings (Please 

tick Box)

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

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

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 knowledgeable) yes No

Talking to citizens:

24.  Did you wait too long before someone assisted you? yes No

24.1 If yes, how long? N/A

25. How long did you travel to reach the service point?
All citizens took about one hour (Maximum) to travel to the service delivery site and transport is mostly by taxi or train.

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
Professional staff that is very helpful.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No
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ITEMS
Ratings (Please 

tick Box)

34. Safety of service point location yes No

Name of Service Delivery Institution
(Court)

Blue Downs Magistrate Court
14 September 2011

(Adapted 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. Court  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

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

Observing staff

20. Front staff wearing name badges yes No
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ITEMS
Ratings (Please 

tick Box)

21. back office staff wearing name badges yes No

22. Staff appears friendly yes No

23. Staff appears professional (efficient and knowledgeable) yes No

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 travel to reach the service point?
All citizens took about one hour (Maximum) to travel to the service delivery site and transport is mostly by taxi or train.  

26. Have you lodged a complaint with the office? yes No

27. Are you aware of the Department’s complaints handling system and procedures? yes No

28. Did you feel that you were treated with courtesy? yes No

General perception of service, comments and complaints:
Professional staff that is very helpful.

General observations:

29. Air Conditioning/heating yes No

30. Access to water for the public yes No

31. Toilet facilities yes No

32. Facilities for the disabled yes No

33. Parking sufficient yes No

34. Safety of service point location yes No

Annexure E
This annexure contains the response of the Minister, Deputy Minister and the Director-General (DG) after the 
Commission had engaged them in relations to the findings and the recommendations contained in the Technical brief: 
Service Delivery Inspections Conducted at the Regional Courts.

The Minister, Deputy Minister, and DG of the DoJ&CD expressed gratitude to the PSC for the opportunity given 
to discuss the report and findings. The leadership found the meeting extremely useful in augmenting the strategic 
interventions that the department is undertaking which are also consistent with the department strategy in relation 
to providing access to Justice and improving service delivery.

The feedback commences with general comment and synopsis followed by the response. 

I) gENERAL COMMENT AND SYNOPSIS OF FINDINgS

The DoJ&CD wishes to point out that it shares the same vision and objectives as the PSC regarding improved 
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service delivery, based on Batho Pele, as a key strategy for the transformation of Public Service delivery.  This is also 
in line with government’s key priorities and the outcomes approach to fight crime and to ensure that all people 
in South Africa are and feel safe.  Oversight and assessment, on a regular basis, thus remain a requirement.  The 
inspections by the PSC at the National DoJ&CD and eighteen Regional Courts, as well as comprehensive reports 
on it, are thus appreciated and will assist the department to ensure we deal with service delivery effectively.  It was 
noted that these inspections were a follow-up to a similar exercise conducted, during 2010/11, in the Department 
of Police, focusing on the detective services as well as the forensic science laboratories of both the DoP and DoH, 
regarding their contribution in the fight against crime. 

From the PSC reports and technical brief, it appears that the inspections sought to determine the reasons for backlog 
cases at Regional Courts, and monitored the adherence of the courts to Batho Pele service delivery principles.  In 
line with this, the PSC report and technical brief examines the quality of services rendered to the public, the state 
of facilities and the conditions experienced at the courts.   In this regard the inspection teams found in all eighteen 
Regional Courts visited, that there was a backlog of cases.  It however recognises that officials at the DoJ&CD 
indicated that it was on track to reduce the backlog by 10% by 2014 based on the 2008 baseline of 42 682, as 
indicated in the Delivery Agreement for Outcome 3.  

Concerns indicated in the technical brief and reports regarding the backlogs relate to the fact that the case management 
system could not clearly show which cases on the outstanding roll exceeds nine months (thus indicating the backlog 
cases).   The PSC views the absence of an effective data recording system, as a challenge to map progress in dealing 
with backlog cases.  The Commission is consequently of the view that a well-functioning and integrated ICT system 
is a requirement.  

The Commission found that the following factors contributed to backlog cases:

(a) Insufficient human resources,

(b) Poor court infrastructure,

(c) Poor utilisation of court hours,

(d) Co-ordination in terms of case flow management structures,

(e) Implementation of protocols issues, and

(f) waiting period for citizens to be served and long distances to be travelled,

The report, in summary, acknowledges that efforts had been put in place to eradicate backlog cases, but is of the 
view that the factors mentioned, remain factors contributing to a persistence of backlog cases.

II) RESPONSE

The response address concerns raised regarding backlog, capacity, infrastructure, ICT, CFM and Protocols.

Backlogs

It should be noted that the inspection took place in 2011/12 and much has improved since then.  This response will 
therefore focus on the various factors mentioned by the PSC and indicate progress in dealing with those aspects.  
Although the inspections took place at 18 Regional Courts, it should be noted that this is a relatively small (5%) 
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sample, as there are 351 Regional Courts countrywide instituted on a permanent basis.  There are furthermore 
also an additional 59 backlog courts filled by contract appointments. We have since the reports instituted improved 
monitoring of statistics which includes improved keeping of backlog statistics, improved assistance by IT persons regarding 
this and alignment with NPA and judicial statistics.

It should be noted that the interventions related to backlog cases have been making good progress.  In actual fact, the 
target of a 10% reduction by 2014 based on the 2008 baseline (of 42 682 backlog cases) has been surpassed as will be 
pointed below.  During 2012, new targets were consequently set and these have also been surpassed.  

During the 2011/12 financial year when the inspections took place, the progress of backlog and outstanding cases 
were as follows. 

The country-wide situation regarding outstanding and backlog cases per court level at the end of March 2011 
was as follows:

Backlog and Outstanding Cases: March 2011

Outstanding 
Cases

Backlog 
Cases

% Backlog 
Cases

Backlog cases removed on Backlog Project

District 
Courts

164 729 19 792 12.0%
 8 915

(April 2010 - March 2011) 

Regional 
Courts

52 756 16 875 32.0%
8 111

 (April 2010 - March 2011)  

High Courts 1 175 367 31.2% 0

Total 218 660 37 034 16.9%
17 026

(April 2010 - March 2011)

The country-wide situation regarding outstanding and backlog cases per court level at the end of that financial 
year at end March 2012 was as follows:

Outstanding and Backlog Cases: March 2012

Outstanding 
Cases

Backlog 
Cases

% Backlog 
Cases

Backlog cases removed through  Backlog 
Intervention

District 
Courts

149 872 17 280 11.5%
9 148

(Apr‘11 - Mar’12 )

Regional 
Courts

49 387 17 272 35.0%
13 110

(Apr’11 - Mar’12 )

High Courts 1 273 374 29.4%

Total 200 532 34 926 17.4%
22 258

(Apr‘11 - Mar’12 )

At the end of March 2012, both the total number of outstanding cases as well as the total number of backlogs was 



61

reduced. The information above indicates a decrease of 5.7% (2 108 cases) in the total number of backlog cases from 
37 034 at the end of March 2011 to 34 926 at the end of March 2012. This was further accompanied by a significant 
reduction of 8.3% (18 128 cases) in the number of all outstanding cases from 218 660 at the end of March 2011 to  
200 532 at the end of March 2012.

This has since being improved even further in the current financial year. 

The country-wide situation regarding outstanding and backlog cases per court level at the end of November 2012 
was as follows: 

Outstanding and Backlog Cases: November 2012

Outstanding 
Cases

Backlog 
Cases

% Backlog 
Cases

Annual Backlog 
Progress: April 2012 
to November 2012

Backlog cases 
removed 

through  Backlog 
Intervention

District 
Courts 131 498 13 429 10.2%

backlogs down by 
22.28%

(3 851 cases)
10 221 

 (Apr’12 - Nov’12 )

Regional 
Courts 44 756 14 876 33.2%

backlogs down by 
13.87%

(2 396 cases)
 6 230 

(Apr’12 - Nov’12 )

High Courts 1174 416 35.4%

backlogs up by 11.22% 
(42 cases)

Total 177 428 28 721 16.2%

Total backlogs down by 
17.76%

(6 205 cases)
16 451

(Apr’12 - Nov’12 )

At the end of November 2012, only 28 721 cases were backlog cases representing 16.2% of the 
outstanding roll of 177 428 cases.  

Progress for the financial year (1 April 2012 to end of November 2012):

All Courts

At the end of March 2012, 34 926 cases were backlog cases representing 17.4% of the outstanding roll of 200 532 
cases.  At the end of November 2012, 28 721 cases were backlog cases representing 16.2% of the outstanding roll 
of 177 428 cases. 

The above information indicates a decrease of 17.76% (6 205 cases) in the total number of backlog cases from 34 926 
at the end of March 2012 to 28 721 at the end of November 2012.  This was accompanied by a decrease of 11.52% 
(23 104 cases) in the number of all outstanding cases from 200 532 at the end of March 2012 to 177 428 at the end 
of November 2012.
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Regional Courts

The Regional Court backlog cases decreased by 13.87% (2 396 cases) from 17 272 backlog cases at the end of March 
2012, to 14 876 backlog cases at the end of November 2012, whilst the Regional Court outstanding cases decreased with 
9.37% (4 631 cases) from 49 387 at the end of March 2012 to 44 756 at the end of November 2012.

District Courts

In the District Courts, there has been a 22.28% (3 851 cases) decrease in the number of District Court backlog cases, from 
17 280 backlog cases at the end of March 2012 to 13 429 backlog cases at the end of November 2012.  The District 
Court outstanding cases decreased by 12.25% (18 374 cases) from 149 872 at the end of March 2012 to 131 498 at 
the end of November 2012.  

The Regional and District backlog courts have removed 16 451 cases from the court rolls since 1 April 2012 until 
the end of November 2012 comprising of 12 449 cases finalised, 3 598 cases withdrawn and 404 cases transferred 
to higher courts.

Per court level the statistics are as follows:

•	 The Regional backlog courts removed 6 230 cases comprising 4 505 cases finalised, 1 437 cases withdrawn and 
288 cases transferred externally. 

•	 The District backlog courts removed 10 221 cases comprising of 7 944 cases finalised, 2 161 cases withdrawn 
and 116 cases transferred to other or higher courts. 

Overall Progress since Nov 2006 to November 2012:

Since the inception of the case backlog intervention in November 2006 until the end of November 2012, the 
Regional and District backlog courts have succeeded in removing a total of 75 683 cases from the court rolls, comprising 
52 867 cases finalised, 20 424 cases withdrawn and 2 392 cases transferred to higher courts. It is clear that there has 
been a reduction of the backlogs by 32.70% from the 2008 baseline of 42 682 to 28 721 at the end of November 2012.  

Capacity

with regard to insufficient human resources, it should be noted that this aspect is receiving urgent attention, but 
is influenced, amongst others, by budgetary constraints, specifically regarding the filling and creation of posts for 
public prosecutors and LASA practitioners.  To help deal with this, in view of the needs in certain hot-spot areas, 78 
additional backlog courts (59 Regional Courts and 19 District Courts) were established, comprising of the required 
magistrates, prosecutors, LASA practitioners, interpreters and court clerks, appointed on contract when required.  

On a further positive note it should be noted that additional funding has been availed by National Treasury (NT), to 
the amount of R150 million for 2012/13, R200 million for 2013/14 and R210 million for 2014/15, in this regard.  The 
creation of new magistrate posts is dependent on the re-demarcation of magisterial boundaries, which is currently 
underway and will be finalised in the 2013/14 financial year.  In this regard it is planned that as we create a permanent 
magistrate post, the equivalent backlog court will be re-constituted as a permanent court.  In this way, we aim to build 
sustainability into the system and change the backlog courts into permanent courts, thus providing greater capacity 
where required.  Part of the funding received from NT, will also assist in dealing with infrastructure for additional 
people, such as tools of the trade (computers, furniture, etc).  Additional funding for prosecutors and Legal Aid SA 
practitioners has been requested from NT.  
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The DoJ&CD agrees, however, with the Commission that human resource capacity as well as skills development 
and training remain priorities that have to be focus areas for the department.  In this regard, it can be noted that the 
South African Judicial Institute for education is actively involved with the training for judges and magistrates, whilst the 
Justice College deals with the training of prosecutors and clerks.  These training efforts are continuous.  

Infrastructure

Regarding the court infrastructure, the department agrees that there are challenges. Many of our courts are old 
and require attention.  There is also insufficient accommodation to deal with the workload of the various courts.  It 
needs to be pointed out that the department is dependent on budget and the Department of Public works (DPw) 
for the creation of additional court accommodation and major repairs.  The major repairs to dilapidated buildings 
and, for example, any electrical repairs have to be dealt with by the DPw.  The department deals with the day-to-
day maintenance of the buildings and has even gone so far as to establish projects where employees of the department 
contribute to time and costs for certain courts that require attention, such as the revamp of the White River Court in 
Mpumalanga in 2012.  This court was prioritised as a result of unannounced visits by the DG in Mpumalanga. From the 
visit, the Court was identified as a court that needed immediate refurbishment and physical restoration. To this effect a 
project was initiated and the scope included the physical restoration of the court, people recovery programme and risk 
management. 

In terms of aspects such as lack of sufficient number of waiting rooms, sharing of offices, etc, it can be noted that the 
department has also experienced such challenges during its own announced and un-announced visits to courts and 
is dealing with it in conjunction with the DPw in a focused manner.  

ICT Issues

It should further be borne in mind that the department has embarked on a major modernisation process in the 
courts.  This includes providing laptops and 3G cards to all magistrates and judges (requiring it) and desktop personal 
computers to administrative staff and prosecutors (requiring it) during the current financial year and the following 
financial year.  

In addition, attention has been given to the installation of more CCTV cameras and digital recording systems where 
required.  

Improvement to the service level agreements of the digital recordings systems and the transcription services during 
2012, will improve the functioning of the courts.

Case Flow Management

The department agrees that there are still some challenges regarding proper court roll planning and case flow 
management in general.  However, court roll planning and case flow management are being addressed; whilst the 
latter has now been placed under the control of the judiciary and led by the Office of the Chief Justice.

In this regard, substantial progress has been made with the establishment of case flow management fora at head 
of high court level, Regional Court level and district court level countrywide. This is led respectively by the Judge 
Presidents, Regional Court Presidents and Chief Magistrates.  

At these case flow management meetings, roll players such as the SAPS, Legal Aid SA, the NPA, Department of Social 
Development and the Department of Correctional Services engage with each other to deal with all the relevant 
case flow management issues.  
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It is clear that the substantial reduction in outstanding and backlog cases as pointed out above can also be linked to 
the improved case flow management that has been put in place.  

It should further be noted that the JCPS Cluster monitors, on a quarterly basis, the number of cases finalised, cases 
dealt with through ADR and the number of cases reduced in terms of the backlog intervention. Challenges in this 
regard are dealt with at the highest level between the Minister, the Chief Justice and the Heads of Courts at regular 
meetings.  

In order to ensure even further improvement regarding case flow management issues, time delays and the finalisation 
of matters, the Chief Justice has, in the latter part of 2012, established a National enhancement of efficiency 
Committee that requires participation of the Heads of Departments such as DoJ&CD, NPA, LASA, Department of 
Social Development, DCS, SAPS and public works.  It is trusted that this Committee, in addition to the other foras, 
will assist in improving the efficiency of the courts.  

Protocols

The JCPS Cluster has established a number of inter-sectoral and cross-cutting protocols that has started to streamline 
the various procedures and interactions between the various stakeholders.  These protocols which include the Court 
Screening Protocol, is currently being reviewed in order to improve the efficiency of the courts in conjunctions with 
all relevant role-players.  The Cluster will continue considering such mechanisms and their improvement in order to 
streamline the interactions between role players where required. 

Service Delivery

Appreciation is expressed for the inputs by the Commission on the citizen’s views on service delivery at courts.  
The department is in agreement that service delivery at many courts can still be improved.

Since the visit by the PSC, many interventions have been put place and each of the visited courts has subsequently 
put an action plan in place to address the findings.
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Annexure F
IMPLEMENTATION OF THE PSC’S RECOMMENDATIONS CONTAINED IN THE REPORT ON 
INSPECTIONS CONDUCTED IN THE DEPARTMENT OF JUSTICE AND CONSTITUTIONAL 
DEVELOPMENT FOCUSING ON CASE BACKLOG AT THE Regional Courts. 

PROVINCE RECOMMENDATIONS RESPONSE BY DoJ&CD

Eastern Cape Post Structure: The DoJ&CD should develop 
a distinct organogram or post structure for 
the courts in general to enable clear staffing 
arrangements and allocation of related resources, 
including budget, by April 2012. 

Provision has been made to appoint 7 clerks 
and 7 interpreters for backlog Regional Courts.  
National ODD has competency to do proper job 
content analysis for provision of permanent post 
structure for Regional Courts.

Office Space: The DoJ&CD should urgently 
address the lack of office space and structural 
defects at both Regional Courts. Provision of 
separate court buildings for Regional Courts with 
installation of adequate security measures should 
be given consideration given the seriousness of 
cases handled at these courts. In this regard, a plan 
of action should be put in place by April 2012.

Apart from the district court rooms the Regional 
Court has been provided with 2 court rooms.  
The court rooms are within the building.  The 
office was under the RAMP project and when 
it expired a follow-on-ramp was started and 
has also recently come to an end.  Security 
measures in the form of X-Ray machines have 
been provided.  The office has been identified for 
inclusion under the Sondolo Project that provides 
full security measures including CCTV Cameras 
and a 24 hour control room.  There is a need for 
a lift as the building has two storeys and passage 
has high stairs.  

Mthatha Magistrate Office has a big challenge as far 
as office space is concerned.  Needs assessments 
were submitted to the National Office years but 
the project could not proceed.  The estimated 
costs were given as R110 million.  There was an 
alternative proposition for acquiring alternative 
site.  There has been no approval yet from the 
National Office.

Equipment: The DoJ&CD should provide 
more computers, printers, photocopiers, CCTV 
cameras 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.

Most of the courts in the region have been 
reporting that their computers and printers 
have been scrapped by the contracted service 
provider (TSS) due to the fact that they are out 
of warranty, defective and no longer economical 
to repair them.  There is a challenge of funding 
which makes it impossible to replace the scrapped 
machines.

Municipal Services: The Regional Courts 
should, as a matter of agency liaises with the 
relevant municipalities regarding the abrupt 
disruption of services which affects the functioning 
of the courts. Furthermore, consideration should, 
be given to providing backup services.

The Court/Office Managers take up with the 
Municipality any problems with electricity and 
water immediately this happens.  The department 
has identified the need for the provision of standby 
generators as a backup to the Magistrates Office 
but the project is delayed by budget constraints.  
The issue of standby generators is addressed 
whenever there is a Capital works project 
(construction of new offices or additional office 
accommodation and Repairs and Renovations.)
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Ramps should be erected to enable service 
users on wheelchairs to easily access and use 
the facilities of the courts. In this regard, a plan of 
action should be put in place by April 2012.

The project for facilities for people living with 
disabilities also depends on availability of funds.  
These facilities were partially done in some offices 
by IDT and some by NDPw.

Service charters indicating court services and 
standards should be displayed to improve access 
and measuring of quality of services by the 
customers, and these should, as far as possible, 
be provided in languages predominantly spoken 
in the areas serviced by the courts concerned. In 
this regard, a plan of action should be put in place 
by April 2012.

Service charters should be provided from 
National Office to ensure uniformity.

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

Complaints and suggestion boxes were provided 
to all our offices.

wearing of name badges should be a norm for all 
front and back office staff serving the public and 
should therefore be enforced immediately at both 
courts visited.

Name badges were supplied to all officers with 
strict instruction to wear them.  Follow-up is going 
to be made in respect of the newly appointees.

Free State 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 refurbishment of MC welkom 3rd floor for 
additional courts has been scheduled for tender 
to be advertised October 2013.  

Funding for additional court rooms, expansion 
of current court facilities or additional leased 
accommodation is not currently available to the 
Region to perform effectively on the demand 
for additional Regional Court rooms.  Needs 
assessment will be conducted in collaboration 
with the RCP and DPP for submission to National 
DoJ&CD and DPw for consideration and funding.

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.

The refurbishment of MC welkom 3rd floor for 
additional courts has been scheduled for tender 
to be advertised October 2013.  

Funding for additional court rooms, expansion 
of current court facilities or additional leased 
accommodation is not currently available to the 
region to perform effectively on the demand 
for additional Regional Court rooms.  However 
3 regional backlog courts, with the aim to 
reduce current backlogs are operational at 
MC Phuthaditjhaba, MC bloemfontein and MC 
welkom.  The backlog court at MC Kroonstad 
was moved to MC Phuthaditjhaba following 
significant progress with clearing the backlog case 
load at MC Kroonstad

Post Structure: The DoJ&CD must address the 
vacancy rate at the two Regional Courts to enable

The Directorate Human Resource Management 
is currently conducting assessment of posts needs
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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.

at various courts in the region, including welkom 
and Kroonstad. Additional contract posts for 
Administration clerk (DCRC Court Recording) 
and Interpreter have been made available for MC 
welkom and MC Kroonstad Regional backlog 
Court in order to ensure additional capacity to 
support the functioning of the backlog courts

welkom does employ a temporary post of DCRS 
clerk and a temporary interpreter.

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.

A Regional Case Flow Management action plan 
has been developed with the involvement of all 
the stakeholders including, Magistrates, NPA, Legal 
Aid and Administration.  Regular CFM meetings 
will be held at court, sub-cluster, cluster and 
provincial level in order to strengthen CFM in line 
with guidelines.  The CFM structures are chaired 
by the relevant Magistrate, Chief Magistrate 
and Regional Court President. budget inputs 
for additional funding for the CFM structures 
have been submitted to the National Case Flow 
Management Forum. 

Regional Court matters are discussed at the CFM 
meetings at Kroonstad. 

At welkom it is discussed by the Regional Court 
President, Chief Magistrate and Court Manager.

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.

The DPP is given focused attention to the 
implementation of Court Screening Protocols.

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.

The control and management of Subsistence and 
Travel claims by Magistrates are monitored by the 
Regional Court President in collaboration with 
DoJ&CD Court Operations and relevant Court 
Managers, in line with Departmental Financial 
Instructions.

Kroonstad is monitoring the S & T by keeping 
copies of the claims.

At welkom no additional S & T claims were 
received to keep the court running.

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.

MC welkom procured 9 PC’s and 6 laptops.  
Provision has been made for the procurement 
of additional printers during 2012’13; the office is 
currently attending to procurement activities.

MC Kroonstad is attending to a needs audit and 
plan of action to attend to equipment needs in 
support of the functioning of the Regional Courts.
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Kroonstad Regional Magistrates have desktops and 
printers. Laptops will be procured in 2013/2014

welkom Regional Magistrates have laptops and 
printers.

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.

Due to lack of space, MC welkom is not currently 
in a position to provide a fully functional reception 
area.  This will be improved as soon as the 
refurbishment project scheduled for Oct 2013 
has been finalised.  In addition, the office indicated 
that there are currently no post available to 
support the functioning of the reception desk – 
HR process will be put in motion to facilitate the 
provision of additional capacity for this purpose. 

MC Kroonstad has made provision for a reception 
desk, however the desk is currently staffed only 
part time due to administration vacancies at the 
office.  As soon as vacant posts are filled the 
service will be attended to.

Kroonstad did have a helpdesk. Due to vacancies it 
is not currently operational. Posts were advertised 
and short listing will proceed on 17/8/2012. Desk 
will be open once the vacancies are filled.

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.

Corrective measures have been put in place and 
Service Charter is now displayed at the Main 
entrance at MC welkom and MC Kroonstad.

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.

Predominate languages are included in the 
displayed Service Charter at the main entrance.  
The office is attending to provision of other 
signage in the office to also cover predominate 
languages. 

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.

Corrective measures have been put in place. 
business hours are now displayed at the main 
entrance to MC welkom and MC Kroonstad.

Complaints/suggestion boxes: Clear 
complaints and suggestions procedures should be 
provided and placed where the public could easily 
access and be encouraged to utilise them. In this 
regard, a plan of action should be put in place by 
April 2012.

Corrective measures have been put in place.  
Suggestion box is now in place at the main 
entrance to MC welkom and MC Kroonstad. A 
register has now been opened at Kroonstad to 
keep track of complains.

At MC welkom a suggestion box for SAPS is 
also available. A register has now been opened. 
Complaints are attended to on a weekly basis.
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Gauteng Stakeholder Relations: The inspection noted 
that there were lot of accusations and counter-
accusations amongst critical role players which 
contributed to the ineffective and inefficient 
functioning of the courts.  The DoJ&CD should 
bring all stakeholders together, identify the 
challenges and find solutions in order to render 
quality services to the citizens. In this regard, a plan 
should be put in place by April 2012.

The DoJ&CD was instrumental in co-ordinating 
Court efficiency meetings which brought all the 
court stakeholders together to jointly identify 
challenges and interventions to improve the 
functioning of the courts.  The meetings were held 
at the JHb and Protea courts respectively on the 
22nd and 28th September 2012. 

DoJ&CD further co-ordinated a JHb cluster 
meeting on the 29th May 2012 which involved all 
court stakeholders to discuss budget allocations 
as well as the resuscitation of the local Case Flow 
Management structure.

Follow-up meetings will be arranged for purposes 
of reporting progress and monitoring.

Infrastructural Resources: The DoJ&CD 
should urgently refurbish the Protea Magistrate 
Court to enable it to appropriately render 
services to the community. In this regard, a plan 
should be put in place by April 2012.

The DG of DoJ&CD has signed the certified needs 
requirements for a new court building during 
2007 already.  Land was identified in Soweto/ 
Jabulani with an intention to build a court that 
will address Protea Magistrate Court challenges. A 
site inspection was conducted in March 2012 by 
National Office of DoJ & CD, Public works and 
Regional Office. The section: Town Planning from 
Public works are still busy with a feasibility study 
for the land. Park homes have been provided to 
address some of the accommodation challenges. 
A new court building will be a solution in this 
regard as stated above.

Security Upgrade: The DoJ&CD should 
consider upgrading security systems in both courts 
since the safety of staff members and the citizens 
is compromised. In this regard, a plan should be 
put in place by April 2012.

PROTEA COURT.

The guarding security personnel are sufficient 
to perform their functions. The NSIP has been 
completed by Sondolo IT and handed over to the 
DoJ&CD.

The following security measures were installed by 
Sondolo IT:

•	Access control to personnel (Judiciary)

•	Control room (Monitored by Fidelity Security 
Services)

•	Perimeter fencing (erected around the building 
with sensors)

•	Cash hall (CCTV Cameras)

•	CCTV Cameras installed (Inside building 
passages and outside on perimeter)

•	Records room (Access control and CCTV 
Cameras)

•	Holding cells are upgraded to prevent escapes 
(CCTV Cameras)
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JOhAnnEsbURg COURT.

•	The guarding security personnel are sufficient 
to perform their functions. 

•	The NSIP has been completed by Sondolo IT 
and handed over to the DoJ&CD.

The following security measures are installed by 
Sondolo IT:

•	Access control to personnel (Judiciary)

•	Control room (Monitored by In-House security)

•	Cash hall (CCTV Cameras)

•	CCTV Cameras installed (Inside building 
passages and outside on perimeter)

•	Records room (Access control and CCTV 
Cameras)

•	Holding cells are upgraded to prevent escapes 
(CCTV Cameras )

•	Regional Office will re-look at the space 
utilisation at this Court and find an area that 
can be designated for the accused.

Provision of Resources: The DoJ&CD should 
strive to support staff in both courts with basic 
resources such as computers, library services 
(including electronic library), court appliances 
such as stenography, digital recording machines 
and stationery. In this regard, a plan should be put 
in place by April 2012.

Regional Office IT will compile a list of all 
Magistrates’ that do not have laptops and forward 
to National Office for procurement. All the 
matters that were reported to help desk were 
resolved. DoJ&CD is currently busy with a new 
tender for improved DCRS equipment.

The matter was reported to National Office  
(Mr. Hombisa Caleni) and DoJ & CD National 
Office is busy preparing IT infrastructure upgrade.

Regional Office requires funding to establish 
proper library including virtual libraries for various 
Courts in the Province.

Filing of Vacancies: The DoJ&CD should 
ensure that the vacancies are filled timeously 
particularly the critical staff in the administration 
of justice. In this regard, a plan should be put in 
place by April 2012.

A recruitment plan was formulated to fill all the 
vacancies in the respective courts (Please see full 
report for vacancies and expected dates of filling 
the vacancies).

The Magistrate Johannesburg and its branch 
courts including the court in Protea and the 
Family Court forms part of a “Court Capacitation 
Project”. The project objective is to alleviate the 
capacity constraints currently experienced by the 
court.   

The Capacity Project further looks at the 
management structure of the court in improving
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the current support provided to the Court 
Manager. 

The project will use the current volumetric at the 
respective courts to determine the appropriate 
human capacity and needs.  

Since the report in December 2011, a Senior 
Court Manager from the Constitutional 
Court, Mr. Vick Misser was redeployed from 
the Constitutional to Magistrate Johannesburg 
overseeing the main court and its branch courts. 
Functional Structures as part of the Court 
Capacitation was developed and is currently part 
of consultation with all relevant stake holders. As 
part of the improvement plan Human Resources 
is currently doing an establishment audit to clean 
up the establishment of the cluster. 

Cleanliness of the Courts: The DoJ&CD 
should immediately ensure that the Protea 
Regional Court is maintained and clean. 

The cleaning officials were addressed about poor 
cleaning service at this Court and Department 
of Public works was further engaged to conduct 
an inspection. Regional Office and the Court 
Manager will closely monitor performance of 
cleaners to ensure the Protea Court is kept clean 
at all times.

Display of Business hours: business hours 
should immediately be displayed at the courts 
to enable service users to know the operational 
times of the courts.

Quotations are to be sourced for signage in 
order to display business hours at the Protea and 
Johannesburg Magistrate Courts respectively. The 
process is expected to be finalised by the end of 
August 2012. 

Display of Complaint/Suggestion Boxes: 
Complaint/suggestion boxes should immediately 
be displayed to afford service users to interact 
with the department should the need for a 
complaint/suggestion arise.

The DoJ&CD has partnered up with Correctional 
Services Zonderwater for the fabrication of 
suggestion boxes; the initiatives also include 
suggestion boxes for all courts in the province. The 
complaint boxes will also be used for nomination 
of the “employee of the month” this is an initiative 
as part of service excellence and to lift the morale 
of officials. 

Wearing of Name Tags: Staff should 
immediately be encouraged to wear name tags 
to promote the principles of openness and 
transparency. The department should make an 
effort to purchase them where members of staff 
do not have them.

The Regional Office is in the process to procure 
name tags for official.

KwaZulu-Natal Post Structure: The DoJ&CD should develop 
a distinct organogram or post structure for 
the courts in general to enable clear staffing 
arrangements and allocation of related resources. 
This should be done in consultation with all 
relevant stakeholders by April 2012.

Court Services at Head Office is busy with a Court 
Capacitation Project in the whole department 
that will address the shortage of human resources 
at our courts.
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Data management: The DoJ&CD should 
ensure that data management is strengthened to 
provide quality and reliable data for monitoring 
performance of the court, especially with regard 
to backlog cases.  This should cater for the 
needs of all stakeholders in order to avoid the 
duplication of performing this function by various 
stakeholders. In this regard, a plan should be put in 
place by April 2012.

The department has the ICMS programme for 
capturing of data. However the NPA is piloting 
another program. It is not clear to what extent 
the new program will complement or replace the 
old program.

Infrastructural Resources: The DoJ&CD 
should urgently refurbish the Regional Courts 
and provide sufficient office accommodation for 
staff, especially prosecutors who are expected to 
render pre-trial consultation. This will enable the 
Courts to render services to the community. In 
this regard, a plan should be put in place by April 
2012.

2012/13 KZN CAPITAL AND PLANNED 
MAINTENANCE PROJECTS 

The following projects are running currently:

Mtubatuba MC - Security Measures and Additional 
Accommodation

KwaMbonambi MC - Additional Accommodation

Umbumbulu MC - Additional Accommodation

Ixopo MC - Additional Accommodation

Ingwavuma MC - Additional Accommodation

Port Shepstone MC - New building

Ntuzuma MC - New building [complete]

Scottburgh - Construction of facilities for people 
with disabilities

Ndwedwe - Construction of facilities for people 
with disabilities

Maphumulo MC - Construction of facilities for 
people with disabilities

babanango MC - Renovations and repairs

Durban MC - Renovations and repairs

Mooi River MC - Renovations and repairs  

Stanger MC - Renovations and repairs 

Dundee MC  - Rehabilitation

Verulam MC - Rehabilitation

emlazi MC - Renovations and repairs

Tongaat MC - Lease building

Point Community Court - Rehabilitation

Pietermaritzburg Old Magistrates Court - 
Rehabilitation

Signage: The DoJ&CD should ensure that 
on entering the buildings of the Courts, the 
reception desks should be clearly identifiable 
from a reasonable distance for all to see. Provision 
should also be made in this regard for people with 
disabilities. 

An audit of reception areas at all 76 courts in the 
province will be conducted and the needs will be 
submitted to the Facilities Chief Directorate at 
Head Office for funding
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In this regard, a plan should be put in place by 
April 2012.

Accessibility: The DoJ&CD should ensure that 
all courts at every level of every building used by 
Government are accessible to all citizens. Similarly, 
emergency exits should provide for all. In this 
regard, a plan should be put in place by April 2012.

An installation of ramps for people with disabilities 
was conducted four years ago. An investigation 
will be conducted to see if there are any other 
facilities which do not have ramps. 

A project for signage for emergency exits will be 
initiated.

Waiting areas: The DoJ&CD should ensure 
that decent waiting rooms and areas for all citizens 
who visit courts are provided. In this regard, a plan 
should be put in place by April 2012.

The challenge that we have is that our court 
building were built many decades ago and none 
of the facilities mentioned herein were in place 
from the outset. Office accommodation for court 
officials is an issue 

Ablution facilities: The DoJ&CD should 
ensure that the Courts are improved, especially 
with emphasis to the cleanliness of the ablution 
facilities. In this regard, a plan should be put in 
place by April 2012.

An audit of the condition of all ablution facilities in 
the province will be conducted and same will be 
submitted to head office and the Department of 
Public work for attention.

Aspects that can be attended to under the Day-
to-the day maintenance will be given to the Area 
Court Managers for urgent attention.

Limpopo Post Structure: The DoJ&CD should develop 
a distinct organogram or post structure for 
the courts in general to enable clear staffing 
arrangements and allocation of related resources, 
including budget, by February 2012.

Stakeholder Coordination: The DoJ&CD 
as a center of coordination should assist its 
stakeholders in ensuring cooperation and 
collaboration amongst the Magistrates, NPA, 
SAPS and the Legal Aid of South Africa to ensure 
regular participation as envisaged by the CFM. 
Stakeholder commitment and cooperation will go 
a long way in tackling issues of backlog cases. In 
this regard, a plan of action should be put in place 
by February 2012.

In Limpopo we developed an action plan to 
be implemented and monitored through the 
Provincial Court and Case-Flow Management and 
Monitoring Committee. On monthly basis the 
Area Case Flow Managers report to the forum 
and to the Regional Court President, on the state 
of courts and particularly equipment and copy the 
Regional Head and Director Court Operations. 
Matters are followed up and reported on in a 
subsequent PCCMMC meeting. 

Office Space: The DoJ&CD should urgently 
address the lack of office space and structural 
defects at both the Tzaneen and Polokwane 
Magistrates Courts. Provision of separate court 
building for Regional Courts with installation of 
adequate security measures should be given 
consideration given the seriousness of cases 
handled at these courts. In this regard, a plan of 
action should be put in place by February 2012.

Issues around facilities particularly in Tzaneen have 
been forwarded to Ms Ramanyimi to prioritise. 
A RAMP has been registered for Tzaneen in 
the 2013/14 financial year. Owing to budgetary 
constraints it could not be placed in the current 
financial year- as you know we also have the 
huge project of the building of the High Court in 
Polokwane.

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

Reception areas: Clear designated and manned 
reception areas should be provided at both the 
Tzaneen and Polokwane Magistrates Courts. In 
this regard, a plan of action should be put in place 
by February 2012.

Signage: Inside signage should be provided 
in languages predominantly spoken in the areas 
serviced by both Polokwane Magistrates Court to 
improve access to the previously disadvantaged 
communities of such areas. In this regard, a plan of 
action should be put in place by February 2012.

Business hours: business hours should be 
displayed at the Tzaneen Magistrates Courts to 
improve access to court operations. In this regard, 
a plan of action should be put in place by February 
2012.

Service charters: Service charters indicating 
courts services and standards should be displayed 
to improve access and measuring of quality of 
services by the customers, and these should, 
as far as possible, be provided in languages 
predominantly spoken in the areas serviced by 
the courts concerned. In this regard, a plan of 
action should be put in place by February 2012.

Complaint/suggestion boxes: Clear 
complaints and suggestions procedures should be 
provided and placed where the public could easily 
access and be encouraged to utilise them. In this 
regard, a plan of action should be put in place by 
February 2012.

Name tags: wearing of name badges should be 
a norm for all front and back office staff serving 
the public and should therefore be enforced 
immediately at both the courts visited.

Mpumalanga Post Structure: The DoJ&CD should address 
the vacancy rate with the stakeholders. In this 
regard, a plan of action should be put in place by 
April 2012.

The vacancy in respect of administrative personnel 
is maintained by the regional office. Monthly 
recruitment plans are compiled and complied to 
ensure reduction of vacancies. Stake holders are 
involved in the recruitment process.

Stakeholder coordination: The DoJ&CD 
as a center of coordination should assist its 
stakeholders in ensuring cooperation and 
collaboration amongst the Magistrates, NPA, 
SAPS and the Legal Aid of South Africa to ensure 
regular participation as envisaged by the CFM.

Stakeholder commitment and cooperation will go 
a long way in tackling issues of backlog cases.

Structures are in place and monthly meetings are 
held to deal with matters that affect case flow.  
The following committees are in place:

•	Development Committee

•	 Justice crime Prevention structure

•	Provincial Child Justice  Forum

•	Victim empowerment Programme
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In this regard, a plan of action should be put in 
place by April 2012.

•	Mpumalanga Human Trafficking Task Team

•	Case flow Management Committee

Equipment: The DoJ&CD should ensure that 
equipment such as cameras are in a working 
condition in order to render efficient service. In 
this regard, a plan of action should be put in place 
by April 2012.

All offices which are prioritised for NSI project 
came with a four years maintenance plan, if a 
camera or door is not working properly, court 
manager report directly to SONDOLO IT 
maintenance department.

Signage: Sufficient outside signage should be put 
in place to show direction leading to the service 
delivery institution. In this regard, a plan of action 
should be put in place by April 2012.

The Regional Office has initiated a pilot project 
in three identified courts. The signage has been 
ordered and we are in the process of negotiating 
with the municipalities for the mounting of such. 
More courts will be provided with signage before 
end of September 2012.

Ramps: Ramps should be erected at the Office 
of the District Court Manager and the temporary 
structure, to enable people with disabilities to 
access these buildings with ease. In this regard, a 
plan of action should be put in place by April 2012.

Sixteen courts (16) have been identified and 
prioritised for installation of ramps for the 
disabled for phase two (2) This project is managed 
by Public works who are the implementation 
agents. we will however prioritise additional 
requirements but it is mostly dependant on the 
availability of funds. As for now all one can do is 
prioritisation for purposes of funding. A new list 
will be submitted by the end of September 2012

Reception area: Assistance should be provided 
to members of the public, especially in guiding and 
directing them to relevant service points upon 
their arrival. with proper training, available security 
officials could also assist in this regard. A plan of 
action should be put in place by April 2012.

The security officers appointed in the courts 
are Grade C and D, their training programme   
includes Public relations as a module. This helps 
the security officers to be able to assist in directing 
clients to the relevant offices in the courts. 

Suggestion boxes: Although there are 
suggestion boxes put in place for usage by 
service users to lodge their complaints with 
authorities, the Regional Court should embark on 
an awareness campaign of educating the people 
about the complaints procedures. In this regard, 
a plan of action should be put in place by April 
2012.

All Offices have a suggestion boxes at the main 
entrance or next to the cash hall, whereby court 
managers are suppose to open them on weekly 
or monthly basis. The inputs gathered through this 
mechanism (suggestion box) is utilised as followed:

•	 Improve on Service Delivery;

•	Assess Customer Satisfaction;

•	Address Complains by later contacting the 
respective clients;

•	 Inform internal stakeholders in relation 
information received;

•	engage with client’s e.g. alleged misconduct by 
officials.

Northern Cape Stakeholder Cooperation: It is acknowledged 
that the wide array of institutional role players 
involved in the delivery of judicial services, such 
as the DoJ&CD, the Judiciary, the NPA, Legal 
Aid, SAPS, Correctional Services and Social 
Development, create certain systemic challenges
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which fall outside the scope of authority of any  
specific organ of state involved in the justice 
system. It is therefore imperative that the existing 
for a for the harmonisation of intra-governmental 
relations and the implementation of mutually 
acceptable policies, practices, directives and 
resolutions, be fully utilised to ensure the efficient, 
effective and most economical functioning of the 
judicial system.  Many of the challenges currently 
experienced can only be addressed through a 
unified approach involving and requiring the full 
co-operation of each and every stakeholder.

Human Resources: The DoJ&CD should 
develop a distinct organogram or post structure 
for the courts in general to enable clear staffing 
arrangements and allocation of related resources 
by April 2012.   Such structure should be mutually 
acceptable to all the institutional role-players 
involved in the SA judicial system, for the unified 
and overall strengthening of human resources 
court capacity to efficiently, effectively and in a co-
ordinated fashion address the eradication of court 
backlog cases.  Current capacitation mechanisms 
have resulted in unevenness and capacity gaps 
in some parts of the system which need to be 
addressed.

Court hours: The Judiciary should immediately 
increase and optimally utilise the amount of time 
spent in court each day - thus ensuring that the 
time that courts actually sit per day, is maximised.  
Crucial to the issue of court time management 
is the development and implementation of 
nationally adopted court norms to guide and 
direct protocols in this regard that will ensure that 
the proposed court sitting norm of 4 hours, 30 
minutes per day, is realized or improved. A plan of 
action should be put in place by April 2012.

Budget: The Department of Justice and 
Constitutional Development as a matter of 
urgency interact with the National Treasury in an 
attempt to progressively secure additional funding 
to address the challenges preventing the total 
eradication of court backlog cases.  The interim 
funding of the backlog courts by National Treasury 
resulting in inter alia the compelled utilisation 
of contract employees to manage such courts, 
should likewise be addressed. A plan of action 
should be put in place by April 2012.

Case Flow Management: Provincial Cluster 
Forum meetings chaired by the Regional Court 
President with stakeholders and role players
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involved in the delivery of judicial services should,  
without exception, be held at least once a month. 
This crucial mechanism for the creation of 
synergy among the aforementioned role players 
in the rendering of an efficient and effective 
judicial service to the people of the province is 
undeniably an indispensible necessity without 
which the current judicial system cannot function 
optimally. To ensure maximum output and 
efficiency such meetings are to be attended by 
the most senior officials representing each of the 
mentioned disciplines. binding decisions are only 
possible by duly authorised and fully mandated 
representatives. The official endorsement of the 
practice directives for Regional Courts to address 
the mentioned issues should be considered by 
the Department of Justice and Constitutional 
Development.

Interpretation of Directives: Following 
certain differences of opinion on the interpretation 
of directives guiding the management of courts 
and trials between the Regional Court President 
in the NCP and a Regional Magistrate at the 
Kimberley Magistrate’s Court, it is imperative that 
the matter be resolved as a matter of urgency 
through decisive intervention and conclusion by 
the Magistrates Commission. The interpretation 
issue surrounding the jurisdiction and mandate 
of a Regional Court President over Regional 
Magistrates and being in charge and having 
authority over such officials from a supervisory 
and management control perspective, vis-á-viś 
the management of courts and trials being the 
sole and exclusive responsibility of a Regional 
Magistrate, has resulted in a total communication 
breakdown. The management of courts and trials 
does not allow for intrusion or intervention by 
the Regional Court President. However, certain 
developments surrounding the interpretation 
of the aforementioned areas of authority have 
resulted in strained relationships currently 
negatively affecting service delivery and the 
optimal functioning of the Kimberley Magistrate’s 
Court. The department should with immediate 
effect decisively intervene in the matter to have 
the issue addressed as it is contributing to an 
environment which is seriously compromising the 
efficacy of the Regional Courts in the province.

Requirements prior Accessing Services: 
The Courts should be encouraged to display the 
requirements that clients have to meet prior to 
accessing its services (e.g. identification
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documentation, pay slips, permanent residential 
address, driver’s license, doctor’s certificates and 
employer particulars), the business hours and a list 
of the services available. This will inform citizens 
about such requirements and will expedite service 
delivery as citizens would know beforehand what 
is expected of them.

Service delivery charters: There is a need 
to assist Courts in developing service delivery 
charters so as to ensure that service users are 
aware of the kind of services rendered and the 
standards thereof. Once developed, service 
delivery charters should be translated into local 
languages and be displayed where they could be 
easily noticed by citizens.

Complaints registers or suggestion boxes: 
Complaints registers or suggestion boxes should 
be prominently displayed with the necessary 
stationery available.  In addition, complaints 
handling process and the procedures to be 
followed should also be visibly displayed.  The 
management at the Court should ensure that 
issues raised by service users are addressed and 
clients informed about the steps taken to address 
such. 

Notice boards: Secure notice boards should 
be installed to ensure that scheduled court 
proceedings/diaries for the day’s proceedings 
remain intact and are not removed by unauthorised 
individuals.

North West Forensic services:  The DoJ&CD should liaise 
with the Department of Health for the use of 
forensic services at the nearby witrand Hospital 
in Potchefstroom, by April 2012.

The NPA will be informed to liaise with witrand 
Hospital in Potchefstroom. SAPS advised the NPA 
about procedures to follow in order to expedite 
forensic results in sexual offences at the Provincial 
Case Flow Management meeting.

Demarcation challenges: The DoJ&CD as the 
key custodian of judicial matters should expedite 
the demarcation process into the transfer of the 
Ga-Rankuwa Magistrates Court to the Gauteng 
Province to enable improved service delivery.  In 
this regard, a plan of action should be put in place 
by April 2012.

The region has re-started the consultation process 
to deal with the matter.

Stakeholder coordination:  The DoJ&CD 
as a center of coordination should assist its 
stakeholders in ensuring cooperation and 
collaboration amongst the Magistrates, NPA, SAPS 
and the LASA to ensure regular participation as 
envisaged by the CFM. Stakeholder commitment 
and cooperation will go a long way in tackling 
issues of backlog cases.  In this regard, a plan of 
action should be put in place by April 2012.

The region has case flow management at three 
levels that involves all stakeholders. Firstly, at each 
magistrate office, then within the Regional Court, 
and the high court where all regional stakeholders 
meet to discuss and resolve matters. 
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Office space:  The DoJ&CD should urgently 
address the lack of office space and structural 
defects at both the Ga-Rankuwa and Taung 
Magistrates Courts.  Provision of separate court 
building for Regional Courts with installation of 
adequate security measures should be given 
consideration given the seriousness of cases 
handled at these courts. In this regard, a plan of 
action should be put in place by April 2012.

The provision of additional office/court space is 
a function of Department of Public works. we 
have done an audit of our facilities. we are in the 
process of building an additional pre-fabricated 
Family Court Centre at Ga-Rankuwa. This will 
create the space necessary for the Regional 
Courts to sit. 

Reception areas: Clear designated and manned 
reception areas should be provided at both the 
Ga-Rankuwa and Taung Magistrates Courts.  In 
this regard, a plan of action should be put in place 
by April 2012.

Previously, funds were sourced for the creation of 
such posts but were declined. A new memo for 
funds will be requested from National Office for 
the creation of receptions. 

Signage:  Inside signage should be provided 
in languages predominantly spoken in the 
areas serviced by both Ga-Rankuwa and Taung 
Magistrates Court to improve access to the 
previously disadvantaged communities of such 
areas.  The local municipality must be engaged 
to give attention to the big trees obstructing the 
outside signage.  In this regard, a plan of action 
should be put in place April 2012.

Necessary quotations will be sourced and services 
procured by end of July. The court manager will 
engage the municipality to cut down trees. 

Business hours:  business hours should be 
displayed at both the Ga-Rankuwa and Taung 
Magistrates Courts to improve access to court 
operations.  In this regard, a plan of action should 
be put in place by April 2012.

Necessary quotations will be obtained and 
services procured by end of July. 

Service charters:  Service charters indicating 
courts services and standards should be displayed 
to improve access and measuring of quality of 
services by the customers, and these should, 
as far as possible, be provided in languages 
predominantly spoken in the areas serviced by 
the courts concerned.  In this regard, a plan of 
action should be put in place by April 2012.

National Office has developed draft Service 
Charter for the department. Once this is adopted, 
the region will customize it for its purposes.

Complaint/suggestion boxes: Clear 
complaints and suggestions procedures should be 
provided and placed where the public could easily 
access and be encouraged to utilise them. In this 
regard, a plan of action should be put in place by 
April 2012.

Suggestions boxes were provided to all courts 
previously. Such will be sourced and installed. A 
complaints mechanism in the form of a book was 
also provided to all courts. 

Name tags: wearing of name badges should be 
a norm for all front and back office staff serving 
the public and should therefore be enforced 
immediately at both the courts visited.

All officials will be instructed to wear name tags. 
Those without will be provided with new tags.

Western Cape Stakeholder coordination: The DoJ&CD 
as a center of coordination should assist its 
stakeholders in ensuring cooperation and 
collaboration. It is imperative that the existing for

JUDICIARY’S COMMENTS

Provincial and local case flow forums consisting 
of different stake holders such as judiciary, SAPS, 
DCS.
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a for the harmonisation of intra-governmental 
relations, the identification of best practices, the 
improvement and rationalisation of cross-cutting 
and transversal processes and procedures, and 
the implementation of mutually acceptable 
policies, directives and resolutions, be fully 
utilised to ensure the efficient, effective and most 
economical functioning of the judicial system. 
Many of the challenges currently experienced can 
only be addressed through a unified approach 
involving and requiring the full co-operation of 
each and every stakeholder. In this regard, a plan 
of action should be put in place by April

DoJ&CD amongst others have already been 
established to deal with some of these identified 
challenges. These case flow forums have been 
created for both the criminal and civil courts. 
we however do not get full cooperation from 
other stakeholders such as SAPS who do not 
always attend and if they do junior members 
are delegated to attend. It is imperative that all 
stakeholders take these initiatives seriously if we 
are to make serious inroads into the backlog 
problems. 

The information as noted by the judiciary is 
confirmed.  A communication was addressed 
to the SAPS Provincial Commissioner regarding 
attendance of SAPS members to crucial meetings.  
In addition to the Case Flow Management 
Meetings various other forums crossing inter-
departmental are held in the Region such as the 
Stakeholders Meeting chaired by the Director 
of Public Prosecutions and the Development 
Committee Meeting chaired by the Regional 
Head of the DoJ&CD.  

Building human capacity: The DoJ&CD 
should investigate the implementation of a 
mutually acceptable strategy to all the institutional 
role-players involved in the SA judicial system, for 
the unified and overall strengthening of human 
resources court capacity to efficiently, effectively 
and in a co-ordinated fashion address the 
eradication of court backlog cases. In this regard, 
a plan of action should be put in place by April 
2012.

The need for additional human resource 
capacity for the judiciary is compiled bi-annually 
by the Magistrate Commission. The process 
of additional human resource capacity for the 
courts including the judiciary, prosecutions, LASA 
and administration is being dealt with in the Re-
Demarcation project.  The 2010 Judicial Report 
forms an integral part of these investigations.   It 
needs to be borne in mind that linked to additional 
human resource capacity is the need for additional 
court infrastructure which in the majority of the 
cases is not available.  A comprehensive regional 
report on the matter will be submitted to National 
Office by mid September 2012.

Utilisation of court hours: The DoJ&CD 
should encourage its stakeholders to optimally 
utilise the amount of time spent in court each day 
thus ensuring that the time that courts actually sit 
per day, are maximised.  In this regard, a plan of 
action should be put in place by April 2012.

As the Regional Court judiciary we insist on the 
optimal utilisation of court hours and observance 
of official court hours. However the courts very 
often than not cannot start on time because of 
other stakeholders. witnesses are not always 
subpoenaed for court, interpreters are frequently 
absent or unavailable, prisoners are brought late 
to court etc.  Magistrates are obliged to make a 
report/explanation where a court sits less than 
3hrs on any given day. However if the problems 
identified are not resolved by the stake holder 
concerned the situation will not improve. 

The issue of optimal utilisation of court hours is a 
concern also raised by the Chief Justice. 
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 To this effect the magistracy report on court hours 
sat at the mi-monthly Case Flow Management 
Meetings, chaired by the Regional Court President. 
In general there is a steady increase of court hours 
sat.  As mentioned there are various role players 
involved in the court processes.  This is a matter 
that differs from court to court and the judiciary 
as the leader of local case flow should take charge.  
If problems are not resolved locally, it is escalated 
to the Regional Case Flow Management meeting.  
If need be the issue is further directed to the 
Development Committee to address, such as the 
attendance of the SAPS to crucial meetings.  

Additional funding: The DoJ&CD as a matter 
of urgency should interact with the National 
Treasury in an attempt to progressively secure 
additional funding to address the challenges 
preventing the total eradication of court backlog 
cases.  In this regard, a plan of action should be put 
in place by April 2012.

Funding has been made available for the 
continuation of backlog Courts in the current 
financial year. backlog Courts are established 
where the need is the greatest and where the 
necessary court infrastructure is available.  As 
mentioned prior the additional human resource 
needs as well as additional infrastructure needs 
to deal with not only backlog cases but also with 
overburdened court rolls is in the process of 
being addressed in the Demarcation Project and 
a final regional report will be available by mid 
September 2012.

Filing of vacancies: The DoJ&CD should 
speedily effect appointments in critical positions 
such as the Regional Court President in the 
Province who has been acting in the said position 
for more than a year. In this regard, a plan of action 
should be put in place by April 2012.

The Magistrates Commission is essentially 
responsible for the advertisement of posts and 
the filling thereof.  The speedy finalisation of 
these matters can conduce to a better running 
of the courts as there are always problems 
with regard to acting magistrate’s position.  The 
creation of new posts and the approval of the 
filling of created posts should be given priority. 
For example there are currently two regional 
magistrates posts created but not approved for 
filling at the moment. 

It is agreed with what the judiciary noted in this 
regard.  The Magistrates Commission is main 
driver towards the filling of vacant judicial posts.  
The DoJ&CD regionally has no role to play in 
this regard and only come into the picture when 
a judicial officer has been appointed for human 
resource logistical purposes.

Display of business hours and  
requirements:  The Courts should immediately 
display business hours and list of services rendered 
to inform citizens accordingly. Furthermore, 
the Courts should be encouraged to display 
the requirements that clients have to meet 
prior to accessing its services (e.g. identification 
documentation, permanent residential address, 
driver’s license, doctor’s certificates and employer

Notice boards will be procured to state official 
hours of the courts.  Regarding the requirements 
various poster such as Maintenance and Domestic 
Violence process and requirements are placed in 
court corridors and public areas.  In addition all 
courts have helpdesks available with brochures on 
most services rendered at the courts, which also 
outline the requirements.
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particulars). This will inform citizens about such 
requirements and will expedite service delivery as  
citizens would know beforehand what is expected 
of them.

The Region is also very active in community  
outreach activities where the communities are 
informed of the justice services rendered at the  
courts as well as to explain the procedures to be 
followed by the complainants

Service charters: The National Office of 
the Department of Justice and Constitutional 
Development should immediately assist the 
courts in developing Service Charters. Once 
developed, these should be visible displayed so as 
to ensure that service users are aware of the kind 
of services rendered and the standards thereof. 
Once developed, service delivery charters should 
be translated into local languages and be displayed 
where they could be easily noticed by citizens.

Complaints registers/suggestion boxes: 
Complaints registers/suggestion should 
immediately be prominently displayed with the 
necessary stationery available. In addition, a 
complaint handling process and the procedures 
to be followed should also be visibly displayed.  
The management at the Court should ensure that 
issues raised by service users are addressed and 
clients informed about the steps taken to address 
such. 

Complaint boxes are available at the courts in 
the region.  The complaints are handled by the 
respective Court Managers.  The issue will be 
revived and discussed as discussion point during 
the next eXCO Meeting scheduled for early 
August 2012.

The display of complaint process and procedures 
will be dealt with and be displayed at the complaint 
boxes.

Ablution facilities: The DoJ&CD should ensure 
that ablution blocks and facilities are equipped 
with running water. In this regard, a plan of action 
should be put in place by February 2012.

Apart from the ablution facilities there is an acute 
shortage of court accommodation in the division 
which needs to be sorted out.

In all new court buildings that are being erected 
ablution facilities are provided for the judiciary in 
their offices.  The infrastructure at the older court 
buildings do not provide for ablution facilities in 
the offices and he judiciary need to utilise the staff 
ablution facilities available at the courts.  Regarding 
the maintenance of ablution facilities this is being 
dealt with through day to day maintenance 
funding allocated to the respective courts.  Due 
to cumbersome procurement procedures if 
problems are encountered in many instances could 
take a lengthy period to obtain approval.  These 
matters are however dealt with as emergencies 
and resolved as speedily as possible.

National Lack of resources: The DoJ&CD in partnership 
with the key stakeholders should conduct an audit 
of the Regional Courts to determine which courts 
are experiencing challenges of infrastructure, lack 
of court equipment and general lack of human 
resources from all stakeholders concerned. 

based on the outcome of the audit, the DoJ&CD 
should ensure that facilities are improved, 
necessary equipment is made available and all

with regard to insufficient human resources, 
it should be noted that this aspect is receiving 
urgent attention, but is influenced, amongst others, 
by budgetary constraints, specifically regarding the 
filling and creation of posts for public prosecutors 
and Legal Aid SA practitioners.  To help deal with 
this, in view of the needs in certain hot-spot areas, 
78 additional backlog courts (59 Regional Courts 
and 19 District Courts) were established, compri-
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stakeholders should ensure that the required 
human resources is available to perform their 
duties at the courts. In this regard, a plan should 
be put in place by April 2012.

sing of the required magistrates, prosecutors, 
Legal Aid SA practitioners, interpreters and court 
clerks, appointed on contract when required.  

On a further positive note it should be noted that 
additional funding has been availed by National 
Treasury, to the amount of R150 million for 
2012/13, R200 million for 2013/14 and R210 
million for 2014/15, in this regard.  The creation 
of new magistrate posts is dependent on the 
re-demarcation of magisterial boundaries, which 
is currently underway and will be finalised in the 
2013/14 financial year.  In this regard it is planned 
that as we create a permanent magistrate post, the 
equivalent backlog court will be re-constituted as 
a permanent court.

In this way, we aim to build sustainability into 
the system and change the backlog courts into 
permanent courts, thus providing greater capacity 
where required.  Part of the funding received from 
National Treasury, will also assist in dealing with 
infrastructure for additional people, such as tools 
of the trade (computers, furniture, etc).  Additional 
funding for prosecutors and Legal Aid SA 
practitioners has been requested from National 
Treasury.  93 Aspirant Public Prosecutors have 
been appointed by the The National Prosecuting 
Authority in September 2012 and another 200 
Aspirant Public Prosecutors will be appointed in 
January 2013. The DoJ&CD created a database 
with regards to interpreters in Gauteng and 
the project are currently implemented in all the 
provinces. 

Regarding the court infrastructure, the department 
agrees that there are challenges. Many of our 
courts are old and require attention.  There is 
also insufficient accommodation to deal with the 
workload of the various courts.  It needs to be 
pointed out that the department is dependent 
on budget and the Department of Public works 
(DPw) for the creation of additional court 
accommodation and major repairs.  The major 
repairs to dilapidated buildings and, for example, 
any electrical repairs, have to be dealt with by the 
DPw.  The department deals with the day-to-day 
maintenance of the buildings and has even gone 
so far as to establish projects where employees of 
the department contribute to time and costs for 
certain courts that require attention, such as the 
revamp of the white River Court in Mpumalanga 
in 2012.  

In terms of aspects such as lack of sufficient 
number of waiting rooms, sharing of offices, etc, 
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it can be noted that the department has also 
experienced such challenges during its own 
announced and un-announced visits to courts and 
is dealing with it in conjunction with the DPw in 
a focused manner.  

It should further be borne in mind that 
the department has embarked on a major 
modernisation process in the courts.  This includes 
providing laptops and 3G cards to all magistrates 
and judges (requiring it) and desktop personal 
computers to administrative staff and prosecutors 
(requiring it) during the current financial year and 
the following financial year.  

In addition, attention has been given to the 
installation of more CCTV cameras and digital 
recording systems where required.  Improvement 
to the service level agreements of the digital 
recordings systems and the transcription services 
during 2012, will improve the functioning of the 
courts.

Stakeholder coordination: The RCPF should 
exercise its powers to ensure stakeholders 
adherence to the case flow management 
guidelines and meetings. Stakeholders should 
cooperate and support the RCPF in this regard. 
This could further be strengthened through 
Service Level Agreements between institutions. In 
this regard, a plan should be put in place by April 
2012.

This requirement is being strengthened through 
the National Integrated Case Flow Management 
Committee where all relevant stakeholders are 
engaged and brought on board to deal with all 
court related issues. In this regard there have been 
a few protocols that have been developed while 
others are in the process of being developed.

Court hour utilisation: The DoJ&CD should 
strictly monitor the utilisation of court hours and 
ensure that defaulters are rebuked. In this regard, a 
plan should be put in place by April 2012.

The utilisation of court hours are monitored 
through statistics collated through the NOC. This 
information is shared at the National Integrated 
Case Flow Management Committee for judicial 
intervention so that the situation reflects 
improvement.

Late arrival of prisoners at court: The 
DoJ&CD should liaise with the Department of 
Correctional Services to resolve the challenge of 
the late arrival of prisoners awaiting trial at the 
courts. In this regard, a plan should be put in place 
by April 2012.

The relevant stakeholder, i.e. SAPS is a key 
stakeholder to the improvement of this area of 
concern. The issue has been incorporated into 
the National Case Flow Management plan for 
the introduction of remedial action. The plan has 
been shared with all provinces for the purposes 
of implementation in areas that affect case flow 
within their respective courts. 

Data management: The DoJ&CD should 
ensure that data management is strengthened to 
provide quality and reliable data for monitoring 
performance of the court, especially with regard 
to backlog cases. 

Furthermore, the Integrated Case Management 
System should be rolled out to enhance the 
quality of data generated from the court statistics. 

DDG: Court Services approved request that 
the ICMS criminal module should be the official 
data source for criminal statistics and regions 
were informed and instructed to put corrective 
measures in place. NOC has put in place and 
action plan which covers but not limited to the 
following:
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This should cater for the needs of all stakeholders 
in order to avoid the duplication of performing 
this function by various stakeholders. In this regard, 
a plan should be put in place by April 2012.

•	MOU signed with ACM, CM and Director 
Court Operations information certification.

•	Court Operations Committee established 
nationally under the leadership of court 
performance to vet ICMS information.

•	weekly monitoring and evaluation of ICMS 
criminal module usage and immediately 
communicate results to the regions through the 
Court Operations Directors.

•	Verification of ICMS information quarterly 

•	Physical audit at source (at court)

•	Utilisation of ICMS at courts

ICMS technical challenges are immediately logged 
with helpdesk and if not resolved are escalated 
to NOC then to ICMS and SITA. DG: Court 
Services approved request that the ICMS criminal 
module should be the official data source for 
criminal statistics and regions were informed and 
instructed to put corrective measures in place. 
NOC has put in place and action plan which 
covers but not limited to the following:

•	MOU signed with ACM, CM and Director 
Court Operations information certification.

•	Court Operations Committee established 
nationally under the leadership of court 
performance to vet ICMS information.

•	weekly monitoring and evaluation of ICMS 
criminal module usage and immediately 
communicate results to the regions through the 
Court Operations Directors.

•	Verification of ICMS information quarterly 

•	Physical audit at source (at court)

•	Utilisation of ICMS at courts 

ICMS technical challenges are immediately logged 
with helpdesk and if not resolved are escalated to 
NOC then to ICMS and SITA.

Service standards: Service standards should be 
developed and displayed at the National Office of 
the DoJ&CD. In this regard, a plan should be put 
in place by April 2012.

•	Service Standards and Charter were developed 
and subsequently approved by the Minister in 
November 2011. 

•	Process to procure posters on the charter 
and distribute to service points is currently 
underway

Name tags: All officials should be encouraged 
to wear name tags.  The department should make 
an effort of procuring them for staff who do not 
have by April 2012.

PeC (Ms Natasja de Groote) confirmed that she 
will separately submit a report in this regard.
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batho Pele training: Training on Batho Pele 
should be provided to security officials as they are 
the face of the department. In this regard, a plan 
should be put in place by April 2012.

•	batho Pele Coordinators were trained on the 
batho Pele Change Management engagement 
Programme. 

•	Training for Security Officials at front desks is 
done by the contracting company. However, the 
DoJ&CD stipulates all requirements including 
Customer Care training of the security staff 
deployed at DoJ&CD stations.

CONCLUSION

The various reports of the PSC’s visits to the courts and provinces have been referred to the senior managers in the 
department as well as other relevant role players in order to improve the situation.  This is work in progress in line 
with the programme of action for the department. 

The department and the cluster has committed itself to continue to implement measures to improve the efficiency 
of the courts and service delivery at that level.

The department remains committed to assist institutions such as the Public Service Commission, in monitoring the 
situation countrywide and engage with role players to improve the situation. 

The department remains committed to not only ensure that all people are and feel safe, but also that we improve 
the quality of life of our people, with improved service delivery premised on Batho Pele principles.
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PUBLIC SERVICE COMMISSION PROVINCIAL OFFICES

 Eastern Cape
91 Alexandra Road
King William’s Town 
5601

Tel: (043) 643-4704
Fax: (043) 642-1371

Free State
62 Fedsure Building
3rd Floor, St Andrews Street
Bloemfontein
9301

Tel: (051) 448-8696
Fax: (051) 448-4135

Gauteng
Ten Sixty-Six Building
16th Floor, 35 Pritchard Street
Johannesburg 
2001

Tel: (011) 833-5721/2/3/4/5/6
Fax: (011) 834-1200

KwaZulu-Natal
iDube Building, Ground Floor
249 Burger Street
Pietermaritzburg
3201

Tel: (033) 345 9998
Fax (033) 345-8505

Limpopo
Kirk Patrick Building
40 Schoeman Street
Polokwane
0699

Tel (015) 291-4783
Fax (015) 291-4683

Mpumalanga
19 Russel Street
Nelspruit 
1200

Tel: (013) 755-4070
Fax: (013) 752-5814

North-West
Mmabatho Post Office Building
Ground Floor
University Drive
Mmabatho
2735

Tel: (018) 384-1000
Fax: (018) 384-1012

Northern Cape
1st Floor, Woolworths Building
Cnr Lennox and Chapel Streets
Kimberley 
8301

Tel (053) 832-6222
Fax (053) 832-6225

Parliamentary Office
Sanlam Golden Acre Building
21st Floor, Adderley Street
Cape Town
8000

Tel: (021) 418 4940
Fax: (021) 418 1362

Western Cape 
Sanlam Golden Acre Building
21st Floor, Adderley Street
Cape Town
8001

Tel (021) 421 3980
Fax (021) 421 4060



Republic of South Africa

Public Service Commission

Tel: +27 12 352-1000
Fax: +27 12 325-8382
Website: www.psc.gov.za

National Anti-Corruption Hotline for the Public Service: 0800 710 701


