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1.1 BACKGROUND

The first Public-sector Anti-Corruption Conference was held in Cape Town, during 10-11th November 
1998.  At this conference, a call was made for the anti-corruption effort to become a national 
concern, which would include all sectors of the South African society.  Consequently, a National Anti-
Corruption Summit was convened in April of 1999.  At this Summit a call, amongst others, was made 
for anti-corruption hotlines to be established in the Public Service.  In May 2002, the Public Service 
Commission (PSC) published a report on the effective management of hotlines in the Public Service. 

The key finding of the report, amongst others, was that the establishment of hotlines in the Public 
Service seemed to be a disparate initiative.  Different approaches were being applied, e.g. in 
provinces, where the hotlines were mainly situated in the respective Offices of the Premier and 
not in the departments themselves, as opposed to the national departments.  The result of this 
dissimilar approach led to inequality of budgets, poor investigating procedures and poor information 
management.

Subsequently, the PSC recommended the establishment of a single National Anti-Corruption Hotline 
for the Public Service to ensure that available resources are coordinated effectively.  As a result, in 
August 2003, Cabinet approved the establishment of the National Anti-Corruption Hotline (NACH) 
for all national and provincial administrations.  The aim of establishing the NACH was to create a 
central database for the reporting and monitoring of alleged corruption in the Public Service and 
to avoid “forum shopping” by complainants which led to duplication of investigations and resources.

In September 2004, the PSC, together with the representatives of all national departments and 
provinces reached consensus on the implementation of Cabinet’s mandate and all anti-corruption 
hotlines were closed within six months.  However, it appears that since 2009, there has been a 
proliferation of new hotlines, both anti-corruption and service-delivery related.  Such a proliferation 
has resulted in a situation whereby cases of alleged corruption in the Public Service have not been 
exclusively reported to the NACH.  Many of the existing service-delivery related hotlines in the 
respective departments seem to also receive corruption-related allegations.  The PSC, therefore, 
decided to assess the effectiveness of the existing hotlines in the Public Service.  However, it will be 
instructive to first consider the successes, weaknesses and functioning1 of the NACH. 

1.2 EFFECTIVENESS AND CHALLENGES OF THE NACH 

As stated above, the NACH was established in 2004.  Even though this dates back a long time, many 
of the problems identified in the early stages of the NACH, still remains.  These are briefly discussed.

1.  The functioning of the NACH is provided as an appendix at the end of the Fact Sheet.
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1.2.1  Challenges Related to the NACH

1.2.1.1  Call centre

The investigation and follow-up of cases reported on the NACH are complicated by the fact that 
callers are anonymous and certain cases lack details or evidence pertaining to alleged corruption.  It is, 
therefore, difficult to make the necessary follow-up with callers to obtain the necessary information 
which could lead to effective investigations.

1.2.1.2  Limited investigative capacity by the PSC 

Cases of alleged corruption reported on the NACH are approved by the PSC before being referred 
to departments.  The PSC has limited capacity to investigate own accord cases of alleged corruption 
reported to the NACH.  If the PSC had additional investigative capacity, in the form of human 
resources, it could handle a number of the investigations that are not being followed through by 
Departments.  This would contribute significantly to the effectiveness of the NACH. 

1.2.1.3  Handling of case reports by departments

In terms of the NACH protocols, cases of alleged corruption are closed on the Case Management 
System (CMS) of the NACH when the matter has been investigated and disciplinary actions are 
concluded.  Previous studies of the PSC into the investigation of the NACH cases have shown that 
Departments generally do not investigate cases of alleged corruption reported on the NACH and 
referred to them.2  According to the CMS, two thirds of cases of alleged corruption reported on 
the NACH are still outstanding.  The problem appears to be a lack of investigative capacity and 
the fact that departments do not have appropriate structures or specialised units to deal with 
cases of alleged corruption as required by the Minimum Anti-Corruption Capabilities, as mandated 
by Cabinet.  The PSC has also noted that there are cases which require only verification against 
departmental records, but departments do not provide such feedback on cases.  Cases that need 
system verification relates to social grant fraud, identity document fraud and RDP housing fraud. 
Failure to investigate these cases may send out a wrong message of tolerance of corruption to the 
wider public.  Table 1 on the following page reflects the poor rate of closure of cases.

2.  See previous assessments on the NACH:  Measuring the Effectiveness of the National Anti-Corruption Hotline (2007, 2009, and 2011      
    reports) by the PSC.
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Table 1:  Summary of NACH statistics as at 31 March 2013

NATIONAL/ 
PROVINCE

CASES 
REFERRED

FEED-
BACK 

RECEIVED

% FEED-
BACK 

RECEIVED

CASES 
CLOSED 

% CASES 
CLOSED

OUT-
STANDING 

CASES

National 5 189 2 884 56% 2 378 46% 2 811

Eastern Cape 557 469 84% 122 22% 435

Free State 267 93 35% 46 17% 221

Gauteng 1 509 807 53% 571 38% 938

KwaZulu-Natal 564 247 44% 111 20% 453

Limpopo 401 222 55% 162 40% 239

Mpumalanga 979 730 75% 535 55% 444

North West 381 161 42% 105 28% 276

Northern Cape 107 44 41% 35 33% 72

Western Cape 394 384 97% 46 12% 348

Public Entities 1425 465 33% 437 31% 988

TOTALS 11 773 6 506 55% 4 548 39% 7 225

As reflected in Table 1 above, departments will have to be properly capacitated to play a much 
more active and speedy role in the investigation and finalisation of reported cases to ensure that 
the public is provided with the necessary feedback.  

1.2.1.4 Protection of whistleblowers and investigators

One of the key issues in the effective management of the NACH relates to the reporting of cases of 
alleged corruption to the NACH by whistleblowers.  In this regard, it was reported by departments 
that whistleblowers and investigators are sometimes intimidated by senior officials and Executive 
Authorities when reporting corrupt activities or when handling cases of alleged corruption reported 
to the NACH.  Such conduct, if it really exists, undermines efforts to handle issues of reported 
corruption in departments.

1.2.2  Successes Related to the NACH

Despite the problems mentioned above, the NACH has achieved some successes since its 
establishment in 2004.  These include disciplinary action taken against numerous officials as well as 
the recovery of public funds.  The Third Biennial Report on the NACH shows a clear link between 
successes achieved and the investigative capabilities of departments and provinces.3 Where a 

 3.  Measuring of the Effectiveness of the National Anti-Corruption Hotline: Third Biennial Report, PSC, 2011. PP 18-24.
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strong forensic or investigative capacity is present, suspected officials were identified and disciplined. 
This underlies the need identified from the beginning that departments are only able to respond 
satisfactorily to the NACH when properly capacitated in terms of investigative capabilities. 

At a provincial level (as at 2010), the investigation of cases of alleged corruption reported to the 
NACH resulted in the recovery of R86 million from perpetrators.  As a result of cases reported 
through the NACH, 600 officials were found guilty of corruption at provincial level.  Of these, 285 
officials were given final written warnings, and 125 officials were dismissed from the Public Service. 
One hundred and seventeen (117) officials were fined, 13 officials were demoted and 60 officials 
were prosecuted.  A total of 85 officials were suspended.

Statistics provided of ten national departments sampled in 2011 shows that 814 officials were found 
guilty of corruption and fraud activities.  Of these, 45 officials were given final written warnings, 478 
officials were dismissed from the Public Service, 17 officials were fined, 3 officials were demoted 
and 130 officials were prosecuted for corrupt activities.  A total of 141 officials were suspended. 
Table 2 below shows the total number of officials who were found guilty of corruption at National 
and Provincial Departments since the inception of the NACH from September 2004 to 31 August 
2010.  A total of 1 499 officials were found guilty of corruption.  685 officials were found guilty of 
corruption at provincial level and 814 from National Departments. 

Table 2: Outcome of corruption investigations: National and Provincial Departments  
   as at 31 August 2010
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Provinces 125 85 117 13 60 285 685

National 
Departments 

478 141 17 3 130 45 814

TOTAL 603 226 134 16 190 330 1 499

The latest statistics as at 31 March 2013 at Table 3 on the following page show the overall figures 
for officials in the Public Service disciplined as a result of successful investigations into allegations of 
corruption. 
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Table 3:  Outcome of corruption investigations for the Public Service as at   
   31 March 2013

DISCIPLINARY STEPS TAKEN TOTAL 

1 Officials dismissed from the Public Service 1 542

2 Officials fined (e.g. not receiving three months’ salary) 140

3 Officials demoted 20

4 Officials given final written warnings 355

5 Officials prosecuted 204

TOTAL 2 261

By March 2013, a total of R300 million had been recovered as a result of investigations reported 
through the NACH, since its inception.  A cursory comparison of Tables 2 and 3 reveal an increase 
in both monies recovered and perpetrators successfully dealt with.  The NACH, therefore, can make 
an impact and can become a strategic tool against corruption if departments are committed to 
investigate allegations in a responsible and thorough manner. A comparison of statistics between 
Tables 1, 2 and 3 shows that much more can be done if departments are properly capacitated to 
conduct investigations.  If not, the NACH may lose the limited impact it currently has as the public 
may begin to lose faith in it. 

It is in light of these challenges that the PSC decided to investigate the management of hotlines in 
departments in order to build an effective National Anti-Corruption Hotline for the Public Service.

1.3 OBJECTIVES OF THE STUDY

The following were the specific objectives of the study:

•	 To	assess	the	existence	of	hotlines	on	anti-corruption	and	service	delivery	in	departments;	
•	 To	assess	the	effectiveness,	functioning,	location	and	the	nature	of	hotlines	put	in	place;
•	 To	assess	whether	Cabinet’s	mandate	is	being	adhered	to;	
•	 To	explore	the	approach	of	existing	hotlines	in	departments	in	dealing	with	reported	cases	of	

alleged	corruption	with	a	view	to	strengthen	the	effectiveness	of	the	NACH;	and
•	 To	determine	the	impact	and	challenges	of	the	existing	hotlines.

1.4 MANDATE OF THE PSC

On 14 August Cabinet approved (Cabinet Memorandum 45 of August 2003) the establishment of 
a single National Anti-Corruption Hotline for the Public Service.  The NACH was established on 
1 September 2004 as a “one stop” mechanism for members of the public to report alleged acts 
of corruption in the Public Service.  The PSC was identified as the ideal institution to manage the 
NACH because of its independence and oversight role for the Public Service.  The PSC has a very 
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specific mandate in relation to the promotion of professional ethics and combating of corruption in 
the Public Service.  In terms of this Constitutional mandate, section 195 (1) (a), read with 196 (4) 
(a) are especially pertinent: 

195 (1) (a) to promote a high standard of professional ethics in the Public Service.
196 (4) (a)   to promote the values and principles set out in section 195, throughout the   
  Public Service.

Other sections also relevant are:  

196(4) (b) to investigate, monitor and evaluate the organisation and administration, and the   
  personnel practices, of the Public Service.

196(4) (f) (i) to investigate and evaluate the application of personnel and public administration   
  practices, and to report to the relevant executing authority and legislature.4 

The following sections of the Public Service Commission Act, 1997 are applicable.

"8.  Subject to the provisions of the Constitution, the Commission may exercise the powers and shall 
perform the duties entrusted to the Commission by or under this Act, the Constitution or the Public 
Service Act.

 9.  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 Act”. 5  

Given the above, the PSC is mandated to monitor and evaluate public administration practices and 
investigate certain categories of cases of alleged corruption that will be received on the NACH. 
To this end, the PSC, is therefore, empowered to report on the existence of hotlines in the Public 
Service. 

4.  Republic of South Africa. Constitution of the Republic of South Africa,  Act 108 of 1996.

5.  Republic of South Africa. Public Service Commission Act,  Act 46 of 1997. 
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2.1 INTRODUCTION 

This chapter outlines the scope of the study and the methodology applied.  The methodology 
includes the data collection process, data analysis and limitations of the study.

2.2 SCOPE OF THE STUDY  

The scope of the study covered all national and provincial departments.  Despite an official circular 
forwarded to Heads of Department requesting a response on the existence or non-existence of a 
hotline in their respective departments, a less than satisfactory response was obtained.  15 national 
departments responded to the questionnaire attached to the circular.  Responses were received 
from all provinces, but not from all the departments in the respective provinces.  Failure to provide 
responses impacts on the ability of the PSC to obtain a true reflection on the uptake with respect 
to the Cabinet decision of a single national anti-corruption hotline for the Public Service. 
  

2.3 METHODOLOGY APPLIED

2.3.1 Data Collection Tool

A data collection tool in the form of a structured questionnaire was used to collect information 
from the respective departments.  Telephonic and face-to-face interviews were conducted with 
identified representatives of the respective provincial and national departments. 

2.3.2  Data Collection Process

To initiate the study, circulars were forwarded to all Heads of Department in provincial and 
national departments informing them of the study and requesting feedback on the existence or 
non-existence of a hotline in their respective departments.  Subsequent to the face-to-face and 
telephonic interviews conducted, the information obtained from departments was analysed. 

Data analysis was based on the thematic areas derived from the objectives of the study.   These 
were whether:

•	 Departments	had	hotlines	and	their	effectiveness.
•	 Such	hotlines	were	corruption-related	or	not.
•	 Departmental	hotlines	adhered	to	the	Cabinet	mandate	of	one	national	anti-corruption		

hotline for the Public Service.
•	 Departmental	hotlines	had	any	impact	on	the	NACH.	
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Findings and recommendations were then developed based on the analysis. 

2.4 LIMITATIONS OF THE STUDY 

The following were the key limitations of the study:

•	 Only	15	of	43	national	departments	responded	to	the	questionnaire.
•	 There	were	departments	that	did	not	provide	adequate	information	and	as	a	result,	the	analysis	

of the information from such departments was limited.  Examples include: 

- KwaZulu-Natal Province (Agriculture and Rural Development) where the interview was 
halted.  The supervisor of the interviewee refused for the interview to go ahead on the 
basis that information is not readily available.  The PSC is therefore unable to determine 
whether or not the existence of the hotline will impact on the effectiveness of the 
NACH.  

 
- Western Cape Province (Community Safety, Health and the Office of the Premier) 

whose contact persons were not available for interviews for the PSC to gain a fuller 
understanding of hotlines in these departments.  

- Mpumalanga Province, where the contact person for the Department of Social 
Development was not available for the PSC to establish the possible impact of its hotline 
on the NACH. 
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3.1 INTRODUCTION

This chapter presents the key findings of the study.  The findings are presented in line with the 
themes derived from the objectives of the study. 

3.2 THE EXISTENCE OF ANTI-CORRUPTION AND SERVICE  
 DELIVERY HOTLINES IN DEPARTMENTS  

The study sought to establish the existence of anti-corruption and service delivery hotlines in 
departments.  The following tables, Tables 4 and 5 respectively, show the existence of hotlines 
established in national and provincial departments: 

3.2.1  National Departments

Table 4:  Existing hotlines in National Departments

NO DEPARTMENT NATURE OF HOTLINE

1 Basic Education Helpline call-centre

2 Environmental Affairs Complaints line

3 Labour Anti-corruption  hotline

4 Performance Monitoring and Evaluation Presidential Hotline

Table 4 above shows that four (4) of the fifteen (15) departments that took part in the study have 
hotlines, one of which (the Department of Labour) has an anti-corruption hotline.

3.2.2  Provincial Departments

Table 5:  Existing hotlines in Provincial Departments

KWAZULU-NATAL  PROVINCIAL GOVERNMENT

NO DEPARTMENTS NATURE OF HOTLINE

1 Transport Service delivery hotline

2 Social Development Helpline/ service delivery

3 Public Works Internal helpline

4 Education Service delivery hotline

5 Office of the Premier Service delivery hotline
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EASTERN CAPE  PROVINCIAL GOVERNMENT

NO DEPARTMENTS NATURE OF HOTLINE

1 Health  Service delivery helpline

2 Roads & Public Works Service delivery hotline

3 Transport Service delivery hotline

GAUTENG PROVINCIAL GOVERNMENT

NO DEPARTMENTS NATURE OF HOTLINE

1 Health Complaints line

2 Finance (Premier’s hotline) Service delivery hotline

LIMPOPO PROVINCIAL GOVERNMENT

NO DEPARTMENTS NATURE OF HOTLINE

1 Health & Social Development Service delivery hotline

2 Premier’s Office Service delivery hotline

FREE STATE PROVINCIAL GOVERNMENT

NO DEPARTMENTS NATURE OF HOTLINE

1 Sports,  Arts, Culture and Recreation Service delivery hotline

2 Treasury Complaints line

The table shows that of all the hotlines in the respective provinces, none relates explicitly to anti-
corruption matters.  All of the hotlines are service delivery oriented which are mainly used to 
receive matters such as enquiries on services rendered by departments.  The information received 
through such service delivery related hotlines is used by the respective Executive Authorities (EAs) 
in responding to the needs of the communities.

3.3 MEASURING THE EFFECTIVENESS OF SERVICE   
 DELIVERY HOTLINES IN DEPARTMENTS

The study sought to establish the effectiveness, functioning, location and the nature of hotlines 
in departments.  In response to the information requested, the study showed the following with 
respect to national and provincial departments,  respectively:

3.3.1  National Departments 

At national level, as indicated, only four (4) departments indicated that they have hotlines.  These are 
the Departments of Basic Education, Environmental Affairs, Labour and Performance Monitoring and 
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Evaluation.  Table 6 below shows the departments, nature of hotline, reasons for the establishment 
of the hotline, number of cases reported and budget allocated to the hotline. 

Table 6:  Existing hotlines in National Departments showing the functioning, nature and  
   the location thereof

NO DEPARTMENTS NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
REPORTED

BUDGET

1 Basic Education Helpline 
call-centre

To deal with queries 
from the public i.e. 
parents, educators 
and learners

1 500 cases 
received and 
resolved per annum

No dedicated 
budget

2 Environmental 
Affairs

Complaints 
line

Reporting of 
transgressions on 
environmental 
legislation

484 cases received 
and processed  
(2011–2012)

Budget of 
approximately 
R65 000 (call 
center only)

3 Labour Fraud 
hotline

To improve service 
delivery as cases from 
the NACH takes too 
long to process such 
cases

7 cases received 
since the hotline 
was established in 
October 2012 and 
were being dealt 
with

No dedicated 
budget

4 Performance 
Monitoring and 
Evaluation

Presidential 
Hotline

To deal with service 
delivery & alleged 
corruption cases

151 587 calls 
received and 
133 809 resolved by 
31 December 2012

Budget of R25 
million

3.3.1.1      Department of Basic Education 

The Department of Basic Education indicated that it has a helpline call-centre that deals with queries 
from the public regarding educational matters.  The Department indicated that the helpline call-
centre was established in April 2006.  The purpose of the helpline call-centre is for parents, learners 
and educators to enquire about issues such as admissions, bursaries and discipline.  The Department 
indicated that it does not have a dedicated budget for the management of the centre as the responsible 
unit utilises the budget allocated for goods and services.  According to the Department, about 1 500 
calls are received per annum and resolved, which points to optimal effectiveness for the call-centre. 
Most of the calls are reported between January and March each year, during the first quarter of the 
school year.  During this period, parents require assistance on amongst others, subsidies for children’s 
school fees as well as queries regarding enrolment at schools.  Such inquiries are promptly resolved 
on the phone while others, depending on their complexity, are referred to the respective district 
offices.  The helpline call-centre does not receive or deal with any corruption allegation cases. 
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In terms of the effectiveness of the call-centre, given that schooling is a priority for parents, and 
since this is an insourced function, the findings show that the call-centre is fulfilling its mandate of 
being a helpline.  Clients are able to access the Department directly and their concerns addressed 
accordingly.   This goes to the Batho Pele principles of access, courtesy and redress.  According 
to	 these	principles,	 clients	are	able	 to	gain	access	 through	 the	call	 centre;	 they	are	dealt	with	 in	
a courteous and professional manner and as stated, their concerns are satisfactorily attended to.  
Therefore, as a service delivery hotline, this hotline is effective through ensuring that services are 
accessible.  The Department further indicated that it advertises its helpline call-centre through 
pamphlets.

3.3.1.2      Department of Environmental Affairs  

The Department of Environmental Affairs indicated that it has a complaints call-centre.  The 
Department indicated that the call-centre was established in May 2012 for the purpose of reporting 
environmental transgressions such as abalone and rhino poaching.  Complaints are received from 
members of the public.  The Department has an annual dedicated budget of about R65 000.00 
for the call-centre including a 10% annual increment.  The rest of the costs are dealt with through 
the salaries and goods and services allocations.  The Department also indicated that it has qualified 
inspectors who are trained for the purpose of dealing with cases referred to this complaints 
hotline.  Generally, members of the public who blow the whistle on alleged corruption through 
this complaints call-centre are referred to the NACH managed by the PSC.  The Department was 
exempted from the NACH by the PSC as it deals exclusively with environmental issues such as 
abalone poaching and other related illegal fishing activities.  

As far as effectiveness is concerned, the Department indicated that it has a high resolution rate 
of cases reported.  The turnaround time for the resolution of reported cases is 30 days.  This is 
impressive considering the sensitive nature of environmental issues.  However, the Department 
acknowledges that the fight against rhino poaching is a challenge.  Between 2010 and May 2013, 
South Africa lost 1843 rhinos to poaching.  Over the same period, 781 arrests were effected.  It 
is clearly evident that the problem is a national one, not related to the Department alone.  The 
Department advertises the hotline using its website and the media.  In terms of what the hotline 
was meant for, the findings show that the hotline is effective.

3.3.1.3      Department of Labour

The Department of Labour indicated that it has created a fraud and anti-corruption hotline.  The 
hotline was launched in October 2012 for internal and external stakeholders.  The Department 
indicated that the hotline was established to avoid delays in the investigation of cases of alleged 
corruption and “to improve service delivery to stakeholders”.   The Department claimed that alleged 
cases of corruption reported via the NACH take too long to reach the Department for investigation. 
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The Department further indicated that it is aware of the Cabinet Memorandum which calls for a 
single national anti-corruption hotline.  The Department claimed that it was given permission by the 
PSC to operate its own anti-corruption hotline.  However, there was no proof provided to the PSC 
to support this claim. 

The Department also claimed that it has employed officials who are trained to investigate allegations 
of corruption.  However, as there is no dedicated budget for the anti-corruption hotline as the anti-
corruption hotline is a new initiative, it is not clear to the PSC how such officials could have been 
employed without the necessary funding.   

In terms of effectiveness, the Department indicated that it has received seven (7) cases of alleged 
corruption through its anti-corruption hotline since October 2012 and these cases are currently 
under investigation.  It is not clear how the cases will be dealt with if, according to the PSC’s records, 
there are 68 cases of alleged corruption which were referred from the NACH to the Department 
for investigation and many of these are still outstanding.  Out of the 68 cases, referred, feedback was 
provided on 21 cases and only 10 cases were closed since 2004.  There are, therefore, 58 cases of 
alleged corruption still outstanding from the Department.  It was not clarified how the Department 
will deal with the outstanding cases reported to the NACH in the light of the establishment of its 
own anti-corruption hotline.  Moreover, given the poor closure rate of the NACH cases, it is not 
clear how the Department will deal with its own cases of alleged corruption.  Given that no budget 
is in place, and based on its poor record, the Department may lose its credibility if it cannot deal 
effectively with allegations emanating from its own hotline.  In light of the poor feedback and closure-
rates of cases of alleged corruption, the PSC doubts the potential effectiveness of the hotline.

3.3.1.4     Department of Performance Monitoring and Evaluation 

In his State of the Nation Address on 3 June 2009, President Jacob Zuma announced his plan to 
establish a Presidential Hotline to improve access for members of the public to government.  The 
Presidential Hotline and public liaison service does not replace existing hotlines and public liaison 
facilities of Departments, Provinces or Municipalities.  It is intended to be used as a last resort, where 
other systems have failed.6

The Department of Performance Monitoring and Evaluation (DPME) is responsible for the management 
of the Presidential Hotline which was established in October 2009.  The DPME indicated that the 
Presidential Hotline receives service delivery complaints as well as cases of alleged corruption. 

According to DPME, 133 809 cases received since its inception were related to service delivery 
queries and 90% of these cases were resolved. 

6.  See www.presidency.gov.za
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In terms of its purpose for improving access to government it has largely achieved its purpose.  
Based on its budget of R25 million it means R164 was spent on each query dealt with which points 
to a high degree of economy and effectiveness.

The DPME referred approximately three hundred (300) cases of alleged corruption to the 
Department of Public Service and Administration (DPSA).  These cases were to be investigated 
by the Special Anti-Corruption Unit (SACU) of the DPSA.  However, no progress has been made 
regarding the closure and finalisation of the cases.  This concern was raised by the senior officials 
at the DPME responsible for the Presidential Hotline.  This strongly suggests that the corruption-
related cases reported through the Presidential Hotline are not effectively dealt with. 

Upon inquiry, DPSA indicated that of the 300 cases of alleged corruption from the DPME, 150 cases 
were referred to the Inspectorate Directorate in the Department of Cooperative Governance 
and Traditional Affairs (CoGTA) for investigation.  However, CoGTA has been complaining that 
municipalities are not cooperating in the investigation of cases of alleged corruption referred to 
them.

The arrangement of referring cases to the DPSA raises the following concern:

•	 The	 NACH	 was	 meant	 to	 centralise	 and	 build	 a	 national	 database	 on	 cases	 of	 alleged	
corruption.  In terms of the Cabinet decision the Corruption Management Information System 
(CMIS) envisaged by the Public Service Anti-Corruption Strategy will incorporate information 
from the case management system (CMS) of the NACH.  This will provide government with 
ready statistics on possible trends on the nature and location of areas of risk.  A meeting was 
therefore held between the Office and the DPME in June 2013 at which it was agreed to refer 
the outstanding cases originally referred to SACU and which had not been dealt with, to the 
NACH for processing. 

The following table shows the feedback and closure rate of allegations of referrals of corruption 
from the NACH by the national departments discussed.
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Table 7:  NACH statistics with respect to the National Departments as at 31 May 2013

NO NAME 
OF 
DEPART-
MENT

CASES 
RE-

FERRED

FEED-
BACK 

RECEIVED

% FEED-
BACK 

RECEIVED

CASES 
CLOSED 

% CASES 
CLOSED

OUT-
STANDING 

CASES

1 Basic 
Education

9 6 67% 0 0% 9

2 Environ-
mental 
Affairs

7 2 29% 1 14% 6

3 Labour 68 21 30% 10 14% 58

4 Perform-
ance 
Monitoring 
and 
Evaluation

0 0 0 0 0 0

Overall the National Departments show a poor closure-rate of cases which points to poor 
investigative capabilities as indicated in previous PSC reports on the effectiveness of the NACH.  As 
discussed above, the cases from DPME were referred to the DPSA for processing. 

3.3.2 Provincial Departments  

The PSC found that the North West and Northern Cape Provinces have no existing hotlines in 
their respective provincial departments.  On the other hand, the study indicated that KwaZulu-Natal 
Province has five (5) and the Eastern Cape Province four (4) complaints hotlines respectively.  This is 
followed by Gauteng, Limpopo and Free State Provinces with two complaints hotlines each.

3.3.2.1    KwaZulu-Natal Provincial Government

The Office of the Premier consolidated all the responses from the provincial departments, and 
indicated that the province has six (6) existing hotlines that are operational.  The Department of 
Agriculture and Environmental Affairs could not be assessed as it was not willing to be interviewed. 
Table 8 shows the number of existing hotlines in KwaZulu-Natal provincial departments where 
interviews were held.



19

Table 8:  Existing hotlines in the KZN Provincial Government showing the effectiveness,  
   functioning, nature and the location thereof

NO NAME OF THE 

DEPARTMENT

NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
MANAGED

BUDGET

1 Transport Service 
delivery 
hotline

To report unethical 
behaviour by 
motorists, taxi drivers 
and unsafe roads. 
Most importantly, 
bribery of Traffic 
Officers

120 calls received, 
80% resolved

No dedicated 
budget 
allocated

2 Social Development Helpline/ 
service 
delivery

To assist with 
social services in 
the Province and 
application of social 
grants

Department does 
not keep records of 
calls received

No dedicated 
budget 
allocated

3 Public Works Internal 
helpline

For internal staff to 
blow the whistle on 
irregularities or any 
suspicious behaviour

Department does 
not keep record of 
calls received

No dedicated 
budget 
allocated

4 Education Service 
delivery 
hotline

For the community 
to report service 
delivery issues at 
schools

9 000 calls received 
and 99% resolved 
per annum after 
investigation

No dedicated 
budget 
allocated

5 Office of the 
Premier

Service 
delivery 
hotline

To coordinate any 
complaints in the 
province and escalate 
them to the relevant 
provincial department. 
The hotline is 
currently outsourced 
to SITA

Approximately 
900 calls received 
quarterly, 99% 
resolved

R2 million per 
annum

As shown in Table 8 above, all the existing hotlines are mostly service-delivery related, 
notwithstanding the bribery allegations and suspicious behaviour handled by the Departments of 
Transport and Public Works respectively.  KwaZulu-Natal province indicated that cases of alleged 
fraud and corruption are dealt with centrally by the Special Investigation Unit (SIU) and not by 
departments. 
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The Department of Transport indicated that its hotline receives cases of alleged corruption 
related to transport matters.  However, this also includes bribery of traffic officials which according 
to the Department are dealt with differently.  Due to the urgency of the bribery matters reported, 
there is no time to refer such cases to the NACH as they require urgent action.  The cases of alleged 
bribery are then referred to the respective station commanders of the Traffic Testing stations where 
the suspected acts of bribery are supposed to take place.  Once the case is referred to the station 
commander it is considered as closed. 

The Department indicated that 80% of cases are successfully resolved.  The PSC was unable to 
determine whether this includes the allegations of bribery referred to the Traffic Testing stations and 
as such the effectiveness of the hotline could not be established.

The PSC found that the Departments of Social Development and Public Works do not have 
databases of calls received.  Record-keeping could assist with identifying the nature of complaints, 
and possible trends which could be used to identify risks and improve services rendered.  
 
The Office of the Premier indicated that cases of alleged corruption are referred to departments 
and the SIU for investigation.  Given that the Department spent R2 million to process 900 calls of 
which 99% were resolved, it indicates money well spent on service delivery issues. 
  
The Department of Social Development indicated that cases of alleged social grant fraud are 
referred to the SIU for investigation.  As indicated, the allegations received by these Departments 
are not reported to the NACH.  This poses a problem in terms of developing a national data-base 
on the allegations of corruption. 

In terms of effectiveness it is difficult to make a finding, as some of the departments do not 
keep data-bases, or, as indicated, refer allegations of corruption or fraud to the SIU.  There are no 
protocols for the sharing of information between the NACH and the SIU.
 

3.3.2.2      Eastern Cape Provincial Government

The study established that there are 4 existing hotlines in the Eastern Cape Provincial Departments. 
Table 9 shows the hotlines that exist in the Eastern Cape Provincial Government. 
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Table 9:  Existing hotlines in the Eastern Cape Provincial Government showing the  
   functioning, nature and the location thereof

NO NAME OF THE 
DEPARTMENT

NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
MANAGED

BUDGET

1 Health Service 
delivery 
helpline

To deal with health 
related complaints at 
clinics;	malpractices	
and unethical conduct 
by staff

Approximately 
1.5 million calls 
per annum are 
received and cases 
are categorized into 
three levels
•	  Level 1 

(simple cases):             
100% resolved

•	  Level 2 (less 
simple cases): 
75% resolved 

•	  Level 3 
(complex cases): 
50% resolved

Approximately  
R1.1 million per 
annum 

2 Roads & Public 
Works

Service 
delivery 
hotline

To interact with 
citizens on service 
delivery

66 cases received, 
62% resolved

R1 145 600.55 
per annum

3 Sport, Arts  
and Culture

e-mail 
address 
used as a 
reporting 
mechanism 
for 
corruption 
and fraud

To encourage staff to 
blow the whistle on 
corruption and fraud

3 calls received, 2 
resolved

No dedicated 
budget 
allocated

4 Transport Service 
delivery 
hotline

To report any misuse 
of state vehicles and 
traffic controls

Approximately  
25 000 calls per 
annum received,  
95% resolved

Approximately  
R1.3 million per 
annum

As shown in Table 9 the Department of Roads and Public Works has established a service 
delivery hotline.  No cases of alleged corruption are received through the hotline.

The Department of Health indicated that approximately 1.5 million calls are received per annum. 
In addition to the primary function of dealing with service delivery issues, the Department indicated 
that the service delivery hotline also receives cases of alleged unethical behavior and corruption.  
Ten (10) of these cases were referred to the internal Fraud Management Unit for investigation.  
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The rate of success for cases varied according to the level of complexity.  However, according to a 
general cost benefit analysis the Department spends approximately R7.00 on the resolution of each 
case which is very economical.   

The Department of Roads and Public Works has established a service delivery hotline.  The 
Department showed a success rate of 62% against 66 cases compared to a budget of R1.1 million. 
This translates to approximately R16 000.00 spent on each case.  This is not encouraging as it shows 
both poor economy and weak service delivery. 

The Department of Sports, Arts and Culture has established an e-mail mechanism as a 
reporting point for reporting service delivery complaints.  No cases of alleged corruption were 
reported to the department.  No dedicated budget was allocated to deal with service delivery 
complaints.  
 
The Department of  Transport indicated that during 2012, cases of alleged abuse of government 
vehicles were reported to the hotline and referred to the relevant investigation unit.   The Department 
also indicated that it has resolved 95% of 25 000 cases reported in one financial year.  The budget 
allocated for service delivery complaints is R1.3 million, which is high value for the money spent. 

Overall the departments in the province appeared to have achieved a high level of success with 
regard to the resolution of service delivery complaints. 

3.3.2.3  Gauteng Provincial Government

The Gauteng Provincial Government has two (2) service delivery complaints hotlines in the 
Departments of Finance and Health (see Table 10) on the following page.
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Table 10:  Existing hotlines in the Gauteng Provincial Government: showing the   
   functioning, nature and the location thereof

NO NAME OF THE 
DEPARTMENT

NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
MANAGED

BUDGET

1 Health Complaints 
line

To provide patients 
and the community 
with a mechanism 
to report negligence, 
assault, missing 
patients and staff 
behaviour

Department 
estimates that 
approximately 820 
cases are received 
quarterly, of which 
97% are resolved

Approximately 
R 2.3 million 
per annum

2 Finance (Premier’s 
hotline) 

Service 
delivery 
hotline

To provide 
information to the 
community and 
address service 
delivery complaints

The department 
indicated that 4 500 
calls are received 
per month, of which 
95% are resolved

Approximately  
R35 million 
per annum

Cases of the hotline that are managed by the Department of Health deal with service delivery 
complaints at health institutions (such as clinics and hospitals) and enquiries regarding missing 
patients.  The hotline does not receive cases of alleged corruption.  In terms of effectiveness, the 
Department deals with approximately 3 280 cases per annum, against which it claims a success 
rate of 97%, which is very high.  The budget for the hotline is R2.3 million.   The successful outcome 
showed fair value for money spent.   

The Gauteng Department of Finance indicated that it is aware of the Cabinet decision, hence, 
callers reporting cases of alleged corruption are informed to call the NACH.  The hotline deals 
with information and service delivery complaints.   As far as effectiveness is concerned, the 
Department indicated that 4 500 cases per month are investigated which translates, on average, to 
approximately 54 000 cases per annum.  A cost benefit analysis of cases that were handled show 
expenditure of almost R648 per case.  Against a resolution rate of 95% cases, the picture shows that 
the hotline is fairly economical and effective.

3.3.2.4  Limpopo Provincial Government

In the Limpopo Provincial Government there are two hotlines, i.e. in the Office of the Premier 
and the Department of Health and Social Development.  These hotlines receive service delivery 
complaints.  No cases of alleged corruption are reported to these hotlines.  Table 11 on the 
following page shows amongst others, the success rate of resolution of cases. 
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Table 11:  Existing hotlines in the Limpopo Provincial Government: showing the   
   functioning, nature and the location thereof

NO NAME OF THE 
DEPARTMENT

NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
MANAGED

BUDGET

1 Health & Social 
Development

Service 
delivery 
hotline

To report complaints 
on service delivery, 
and to provide 
the community 
with departmental 
information

368 calls received. 
Most of the calls 
were resolved 
except those 
that required 
investigation 

No dedicated 
budget 
allocated

2 Premier’s Office Service 
delivery 
hotline

To report service 
delivery complaints in 
the Limpopo Province

951 calls received 
per annum, 94% 
resolved

R1.2 million
per annum

The Department of Health and Social Development’s response is not clear enough in 
terms of the success rate of resolution of cases.  It is not evident how many of the 368 cases 
were investigated and concluded.   The Department does not have a budget for the hotline.  It is, 
therefore, difficult to assess the effectiveness of its hotline. 

The Office of the Premier handled 951 calls reported through its service delivery complaints 
hotline.  The Office of the Premier indicated that 94% of cases were resolved.  Compared to its 
budget of R1.2 million which shows a cost of R1 261 per case, the PSC is satisfied that the budget 
is economically and effectively utilised.

3.3.2.5 Free State Provincial Government

There are two hotlines existing in the Free State Provincial Government.  These are indicated in 
Table 12 on the following page.
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Table 12:   Existing hotlines in the Free State Provincial Government: showing the   
   functioning, nature and the location thereof

NO NAME OF THE 
DEPARTMENT

NATURE 
OF 
HOTLINE

REASONS FOR 
ESTABLISHMENT

NUMBER 
OF CASES 
MANAGED

BUDGET

1 Sports, Arts, Culture 
and Recreation

Service 
delivery 
hotline

To report complaints 
regarding library 
services and queries 
on projects requiring 
funding

20 calls received 
per annum, 90% 
resolved

No dedicated 
budget 
allocated

2 Treasury Complaints 
line

Receive complaints 
relating to supply 
chain management

7 calls received 
during the past 
financial year

No dedicated 
budget 
allocated

Table 12 above shows that the Free State has two (2) service delivery hotlines in the Departments 
of Sports, Arts, Culture and Recreation and the Provincial Treasury, established in 2007. 
No allegations of corruption were reported to the Department of Sports, Arts, Culture and 
Recreation service delivery hotline. 

The Department of Sports, Arts, Culture and Recreation received only 20 calls of which 
18 complaints were resolved.  There is no dedicated budget for the Department.  The Provincial 
Treasury only received 7 calls which are still under investigation.  

The Provincial Treasury indicated that only three (3) cases of alleged corruption were reported 
to its service delivery hotline.  These cases related to supply chain management implicating officials 
in other departments.  The cases were investigated and recommendations were referred to the 
relevant departments for disciplinary inquiry.  There is no dedicated budget for the Department.

Overall, in terms of effectiveness, one Department (Sport,  Arts and Culture) showed a high level 
of resolving complaints, while the Provincial Treasury is still busy investigating the seven (7) cases 
referred to it. 

The following table shows the feedback and closure rate of allegations of referrals of corruption 
from the NACH by the provincial departments discussed.
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Table 13:  NACH statistics with respect to the Provincial Departments as at 31 May 2013
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1 KwaZulu-Natal Transport 38 18 47% 18 47% 20

2 KwaZulu-Natal Social Development 22 18 82% 7 32% 15

3 KwaZulu-Natal Public Works 30 22 73% 20 67% 10

4 KwaZulu-Natal Education 166 68 41% 27 16% 139

5 KwaZulu-Natal Office of the Premier 5 1 20% 1 20% 4

TOTAL 261 127 73 188

6 Eastern Cape Health  108 100 93% 39 36% 69

7 Eastern Cape Roads & Public 
Works

42 33 79% 3 7% 39

8 Eastern Cape Sport, Arts and 
Culture

13 13 100% 13 100% 0

9 Eastern Cape Transport 39 37 95% 15 38% 24

TOTAL 202 183 70 132

10 Gauteng Health 293 180 61% 151 52% 142

11 Gauteng Finance (Premier’s 
hotline) 

39 20 51% 9 23% 30

TOTAL 332 200 160 172

12 Limpopo Health & Social 
Development

112 74 66% 46 41% 66

13 Limpopo Premier’s Office 5 0 0% 0 0% 5

TOTAL 117 74 46 71

14 Free State Sports, Arts, Culture 
and Recreation

13 13 100% 13 100% 0

15 Free State Treasury 0 0  0  0

TOTAL 13 13 13 0

The table shows a low rate of closure of alleged cases of corruption referred by the NACH.  It may 
be that allegations of corruption are more complex to deal with than service delivery complaints. 
On the other hand, the biennial reports on the NACH have consistently shown a lack of investigative 
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capability.   This lack of capacity to respond effectively to the NACH needs to be addressed in order 
for the NACH to capture the full confidence of the public.
 

3.4 COMPLIANCE WITH THE CABINET MANDATE

The study assesses compliance with Cabinet’s decision regarding a single national anti-corruption 
hotline for the Public Service.  The findings of the study showed that there is only one department 
(the Department of Labour) which has established an anti-corruption hotline.  This undermines the 
resolution taken by Cabinet and appears to have been a unilateral decision by the Department. 
Furthermore,	the	PSC	found	that	there	are	three	provincial	departments;	in	KwaZulu-Natal,	Free	
State and the Eastern Cape that have service delivery hotlines which received cases of alleged 
corruption.  These departments are:

•	 KwaZulu-Natal	(Department	of	Transport);
•	 Eastern	Cape	(Department	of	Health);	and
•	 Free	State	(Provincial	Treasury).

The respective departments should be engaged with to accomplish uniformity with respect to the 
NACH. 

3.5 CASES OF ALLEGED CORRUPTION REPORTED TO THE  
 NACH

The study presents information regarding cases of allegations of corruption reported against those 
departments that have anti-corruption hotlines.  The PSC noted that the Department of Labour, 
Eastern Cape, Free State, and KwaZulu-Natal provinces reflected limited investigative capacity.  The 
information contained on the CMS of the NACH, confirms the inability of departments to finalise 
cases of alleged corruption referred to them: 

•	 Although	the	Department	of	Labour	has	established	a	dedicated	anti-corruption	hotline	only	
seven (7) cases of alleged corruption were received.  However, no information was provided 
on whether these cases were investigated or finalized by the Department.  The CMS of the 
NACH reflects that 68 cases of alleged corruption were referred to the Department.  The 
PSC found that 58 cases of alleged corruption were not investigated by the Department. 
There is, therefore, a need for intervention by the Minister to ensure a speedy finalisation 
of the outstanding cases.  The presence of an anti-corruption hotline in the Department of 
Labour defeats the purpose of fighting corruption and recording of information on the national 
database of the NACH.
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•	 The	DPME	 indicated	that	 the	Presidential	Hotline	also	receives	cases	of	alleged	corruption	
pertaining to procurement and appointment irregularities.  In 2011, DPME referred approxi-
mately 300 cases of alleged corruption to the DPSA for investigation.  However, no feedback 
has been received with respect to the finalisation and closure of the cases.  Section 34 of 
the Prevention and Combating of Corrupt Activities Act, Act no 12 of 2004, provides that 
“any person who holds a position of authority and who knows or ought reasonably to have known 
or suspected that any other person has committed an offence of theft, fraud, extortion, forgery or 
uttering a forged document should report such allegation to appropriate authority and failure to 
comply with such section is guilty of an offence”. 7 It is, therefore, critical that the cases reported 
should be investigated so that members of the public could be informed of the outcome of 
investigations on the allegations reported.

•	 As	shown	above	in	Table 1,  564 cases were referred to KwaZulu-Natal, for investigation. Out 
of 564 cases of alleged corruption referred to the province, feedback was received on 247 
cases only and merely 111 cases were closed on the CMS of the NACH. 

•	 Similarly,		267	cases	were	referred	to	the	Free	State	Province.		Out	of	267	referred	to	the	Free	
State Province, feedback was received on 93 by the PSC and only 46 cases were closed on the 
CMS of the NACH.

•	 In	the	Eastern	Cape	Province,	557	cases	were	referred	for	investigation,	feedback	was	received	
on 469 cases and 122 cases were closed on the CMS of the NACH.

Overall a total of 1 169 cases of alleged corruption are still outstanding from the aforementioned 
departments/provinces.  The PSC noted that these departments/provinces are slow in providing 
feedback on progress with the investigation of cases of alleged corruption, while, from the 
information provided by the departments, the opposite appears to be the case with respect 
to service delivery issues.  The PSC has also noted that there are cases which need only 
verification against departmental records, but departments do not give such feedback on the cases. 
Cases that require system verification include abuse of government vehicles and theft of medicine.  
Failure to investigate these cases may send out an inappropriate message of tolerance of corruption 
to the wider public.  It is critical to note that a single national anti-corruption hotline may assist to 
develop skills and investigative capacity and the creation of uniform procedures and standards in 
dealing with corruption allegations.  Therefore, departments should co-operate more efficiently in 
receiving and handling cases of alleged corruption. 

Finally, hotlines should not be viewed as a substitute for good whistleblowing policies within the 
Public Service.  As noted above, to a large extent the sort of anonymous reporting that the anti-

7.  Republic of South Africa. The Prevention and Combating of Corrupt Activities Act,  Act No12 of 2004.
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corruption hotline facilitates and encourage could be inimical to the conceptual and legal design of 
the Protected Disclosures Act, Act 26 of 2000, which promotes the notion of responsible conduct 
by both the employee and the employer.  Therefore, the NACH should be seen as a back-up, to 
complement the development of good whistleblowing practices within the Public Service.  Members 
of the public should be able to blow the whistle on corruption and fraud regardless of where they 
are in the country.  It is important to note that an anti-corruption hotline should be accessible to 
all citizens.  This must be a live process, available 24/7 in all eleven (11) official languages.  The third 
biennial assessment of the NACH confirms exactly this: South Africans are able to access the NACH 
in the language of their choice any time of the day or night.8  

3.6  CHALLENGES AND WEAKNESSES OF THE EXISTING  
 HOTLINES

The study identified some challenges and weaknesses with respect to the management of the 
cases of alleged corruption reported to the respective hotlines.  Most of the hotlines, based on the 
information provided, did well in terms of dealing with service delivery queries.  However, some 
departments, identified above, do not conform to the Cabinet decision when dealing with allegations 
of corruption.  In this case service delivery hotlines are used to deal with allegations of corruption. 
Although this happens on a small scale and only by two provincial departments, it is a practice 
which needs addressing to stop any further proliferation of such cases.  These departments are 
Departments of  Transport in the Eastern Cape and KwaZulu-Natal respectively and the Provincial 
Treasury in the Free State.

The creation of the hotline in the Department of Labour and the anti-corruption mechanism 
in the Eastern Cape Provincial Department of Sports,  Arts and Culture are contrary to the 
Cabinet decision on the establishment of a single national anti-corruption hotline.  Consistent with 
Cabinet’s decision, departments were required to phase out all existing hotlines as this contributes 
to duplication of cases and forum-shopping.  The PSC is concerned that the Department of Labour 
has received only 7 cases of alleged corruption since October 2012.   This is not cost effective taking 
into consideration the fact that the hotline is managed by the Risk Management Unit which has only 
one (1) investigator.   The PSC found that the hotline is not operational 24 hours per day, nor does it 
receive calls in all official eleven (11) languages.  None of the practices adopted by the Department 
of Labour accord with good practice in terms of accessibility. 

The Eastern Cape Provincial Department of Sports, Arts and Culture initially used an e-mail 
mechanism which failed and subsequently used a suggestion box which elicited only three complaints. 
It would therefore be in the interest of the department to close the suggestion box and use the 

8.  Measuring the Effectiveness of the National Anti-Corruption Hotline: Third Biennial Report, P 10. PSC, 2011. 
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already existing NACH as a mechanism to address its concerns.  This will ensure a single national 
database on allegations of corruption as well as an efficient system for the reporting of allegations 
of corruption in the department.

It appears that departments are not able to distinguish between “unethical conduct and corruption”. 
Many officials classify any unethical conduct as corruption and confuse it with the concept of 
an “underserved benefit” or bribery as defined in the Prevention and Combating of Corrupt 
Activities Act.9

9.  Republic of South Africa.  The Prevention and Combating of Corrupt Activities Act, Act No12 of 2004.
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4.1 RECOMMENDATIONS

This chapter presents the recommendations of the study.  The recommendations are presented 
according to the objectives of the study:

4.1.1  The Effectiveness, Functioning and Nature of Hotlines

•	 Many	of	the	provincial	departments	do	not	keep	data-bases	or	statistics	with	respect	to	the	
complaints they receive.  It is therefore recommended that departments establish proper data-
bases for them to be able to monitor trends.   This will enable departments to deal with service 
delivery problems to prevent their recurrence. 

•	 Some	departments	did	not	indicate	a	budget	for	their	respective	hotlines	in	terms	of	measuring	
effectiveness over against public funds spent.   This does not allow the departments to develop a 
cost benefit analysis in the light of economy and effectiveness.  The hotlines should be properly 
budgeted for to demonstrate proper accountability. 

4.1.2  Cabinet Mandate for a Single National Anti-Corruption Hotline

•	 The	Department	of	Labour	and	the	Eastern	Cape	Provincial	Department	of	Sports,		Arts	and	
Culture were identified as the Departments that have established anti-corruption hotlines.   The 
Departments of Labour (National) and Sports,  Arts and Culture (Eastern Cape) should close 
their respective anti-corruption hotlines by the 31st March 2015.   The PSC should interact with 
Cabinet for the latter to engage the Minister of Labour to close the hotline of the department.  
Similarly the PSC should interact with the Premier of the Eastern Cape to engage the Member 
of the Executive Council (MEC) for Sports, Arts and Culture to also close the department’s 
e-mail based hotline.

•	 The	Presidential	Hotline	 should	 refer	anti-corruption	callers	 to	 the	NACH	 in	 line	with	 the	
Cabinet decision.

4.1.3 Measuring the Effectivesness of Service Delivery Hotlines and  
 their Impact on the NACH

The PSC noted that service delivery hotlines in departments are effectively managed.   This could 
be because by nature these complaints may not be complex and therefore can be speedily resolved. 
Departments seem to be more prepared to deal with such cases rather than with corruption 
allegations.  The findings of the study showed that there is no clearly defined process to refer cases 
of alleged corruption reported through departments to the PSC.  Some provinces refer such 
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allegations to the departments themselves while others (KZN) to the SIU.  It must however be 
noted that this practice was found to be limited to some departments in three provinces and poses 
no real threat to the NACH.  It is, therefore, recommended that the PSC should interact with the 
respective Executive Authorities and senior managers in the various Provinces and departments 
to ensure that cases of alleged corruption are forwarded to the NACH to bring these errant 
departments into line with the rest of the country.  Plans for such interaction should be in place 
during the 2014/2015 financial year.  

The departments should also ensure that they establish units that will investigate cases referred to 
it by the NACH by the 31st March 2015.  This will guarantee that the NACH is not compromised 
by service delivery hotlines.

4.2 CONCLUSION

The PSC noted that the Department of Labour is not complying with the Cabinet decision on the 
establishment of a single National Anti-Corruption Hotline.   In addition, three provincial departments 
in KwaZulu-Natal, Free State and the Eastern Cape do not refer cases of alleged corruption to the 
NACH for the recording of disclosures on its data management system.

Overall, this does not pose a threat to the integrity of the NACH.  Of greater concern is the fact that 
generally, as shown in Tables 7 and 13 respectively, most departments do not have the necessary 
capacity to deal with allegations of corruption emanating from the NACH.  It is this area of concern 
that poses a far greater threat to the credibility of the NACH, and needs to be urgently addressed. 



A
P
P
E
N

D
IX

 A

Critical Points on the               
Functionality of the NACH



35

1. INTRODUCTION

The Management of the NACH requires an infrastructure to ensure its effective day to day 
operation.   This appendix provides a brief overview of the operation of the NACH by the PSC and 
the infrastructure that has been created in respect thereof.  Key elements in ensuring the success of 
the Hotline and the different components that play a role in the day to day operation of the Hotline 
are summarized.  For a more detailed discussion of the functioning of the NACH, please refer to the 
first Report on Measuring the Effectiveness of the NACH, 2007.10

2. WHAT IS THE NACH?

The NACH provides members of the public as well as public servants with an easy, accessible 
mechanism to report allegations of corruption in the Public Service.  The NACH is toll-free and 
operates 24 hours per day and seven days a week.  While the public interfaces mainly with the 
call centre, the NACH has a broader infrastructure which contains various components.  These 
components are elaborated upon further below. 

3. PROCESS FOR THE FUNCTIONING OF THE NACH

In order for the NACH to serve its purpose as an instrument in the fight against corruption, it is 
important that it complies with specific imperatives necessary for the successful operation of a 
Hotline as illustrated in Figure 1.

Figure 1:     Imperatives in managing the Hotline

10.  Measuring the Effectiveness of the National Anti-Corruption Hotline, Public Service Commission, 2007.
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3.1      Providing Access

The NACH provides the opportunity for the public and public servants to telephonically report 
concerns to a call operator at the Call Centre.  Cases of alleged corruption can also be reported to 
the PSC regional offices through “walk in disclosures”, faxes and e-mails.   These options are designed 
to obtain detailed information from the caller that reports a case of alleged corruption.  Should 
the information prove insufficient, the call operator is allowed to make follow-up contact with the 
whistleblower if such contact details are provided.   This process is explained to the whistleblower at 
the point of initial contact.   All information received by fax or e-mail, are entered onto a template 
to ensure that it is captured on the database.  

3.2     Ensuring Quality of Information

When an operator receives an allegation of corruption he/she completes a custom-designed template 
by posing relevant questions to the person reporting the allegations.  The template was designed by 
the PSC to ensure that the maximum amount of relevant information is obtained from the caller 
by the operator.   This custom-designed template or case report is then quality assured at the Call 
Centre and by officials at the PSC.  This is to ensure the information obtained complies with the 
agreed protocols and that departments obtain adequate information to investigate cases referred to 
them. 

3.3 Ensuring Security of Information

Confidentiality and security of information are key imperatives in managing a hotline.  In respect of 
the management of the NACH,  the PSC therefore ensures that security of the information received 
from the whistleblower or caller is not compromised.  In this respect, it must be noted that as a 
first step the PSC through the Service Level Agreement (SLA) with the Call Centre ensured that all 
call operators are security vetted.  Moreover, the PSC conducts routine in-house investigations and 
evaluations of the network system associated with the NACH. 

In addition to this, the Service Provider managing the Call Centre is contractually bound in terms of 
the SLA not to compromise the security of information received from whistleblowers.  In compliance 
with this requirement, the Call Centre maintains a data-base server which is housed in a secure 
server room.  The data-base which contains details on all cases of alleged corruption reported to 
the NACH is backed up 3 times a day locally and once a day to tape.  Power issues caused by load 
shedding or the environment are efficiently dealt with by state of the art uninterrupted power 
supply back-up generators to ensure that the call centre can function 24 hours a day.  Reports 
are transmitted via an encrypted e-mail facility to departments by the PSC in urgent cases which 
is detached from the PSC’s Case Management System (CMS) so as to protect the integrity of the 
information flow. 
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Officials operating the CMS at the PSC are also security vetted.  Departments are further obligated 
to ensure that officials who are investigating cases of alleged corruption from the NACH are also 
security vetted. 

3.4 Ensuring timely feedback

An essential requirement for the successful management of the NACH is that timely feedback 
must be provided to callers.  When referring a case of alleged corruption to departments, the PSC 
requires departments to submit feedback on the status of investigations within 40 working days 
from the date of referral.  The PSC also follows up continuously with departments where such 
feedback is outstanding.  Once feedback is received from departments, the PSC updates the CMS 
which can then be accessed by call operators to provide feedback to callers when they inquire 
about the status of their reported cases.  Despite the processes put in place by the PSC to facilitate 
feedback, it relies heavily on the cooperation of departments in providing such feedback.

4. REQUIREMENTS FOR THE OPERATION OF THE NACH

The components that ensure the effective operation of the Hotline are integrated to ensure the 
fluent processing of corruption allegations reported.  The main components are as follows:

4.1 The Call Centre

4.1.1  Staffing of the Call Centre

The operation of the NACH Call Centre has been outsourced to an external Service Provider in 
terms of a service level agreement.   The Service Provider employs key senior personnel in order 
to ensure the smooth running of the Call Centre.   These operators are specifically selected and 
trained to service the NACH on a full-time basis on behalf of the PSC.  The Service Provider 
recently also appointed a Senior Operations Manager as well as a dedicated Report Analyst to assist 
with the operations at the Call Centre. 

Services at the Call Centre operate on a multi-lingual basis and operators are appropriately trained 
to obtain maximum relevant information.  The interpreters are carefully screened and tested in 
telephone interpretation, customer service skills, confidentiality issues and customer-specialised 
terminology. 
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4.1.2 Meeting the electronic requirements of the Call Centre

Software specifically tailored to meet the exact requirements of the NACH has been developed. 
The system has exceptional reporting capabilities which provide a wide range of statistics relating 
to the number of calls received, type of calls and categories of allegations reported.   The software 
provided is user friendly to CMS staff at the PSC. 

4.1.3 Process of receiving allegations of corruption

Figure 2 below outlines the Call Centre process when a caller reports a case of alleged corruption 
at the Call Centre:

Figure 2: Process at the Call Centre

When a call is received, the caller’s concerns are documented and he/she is allocated a call reference 
number for future reference purposes.  The call operators, through the use of a template designed 
by the PSC, attempt to obtain maximum information to ensure that a specific allegation can be 
investigated.   The template includes questions which prompt callers to provide detailed information 
on the specific allegation that they are making.  Reports are generated and transmitted in English. 

Eighty five percent (85%) of the callers who report cases of alleged corruption through the Hotline 
request anonymity whilst 15% are whistleblowers who provide contact details.   The Call Centre for 
the NACH uses a variety of mechanisms to ensure anonymity including:

•	 No	caller	identification;		
•	 Keeping	information	secure;
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•	 Conducting	face	to	face	interviews;	and
•	 Referring	the	case	to	other	law	enforcement	agencies	when	necessary.	

After all information has been obtained from the caller and processed, a call report is generated, 
edited and corrected.  The Report Analyst classifies the information while the Contact Centre 
Manager performs a quality assurance review. 

4.1.4  Transmitting reports to the PSC’s CMS

Once the report is quality assured, it is electronically uploaded onto the Case Management System 
of the PSC.  Urgent calls (regarded as an immediate threat to person, property or environment) are 
brought to the attention of the PSC within an hour.  Essential details are relayed immediately by phone, 
and a written report is forwarded after being put through an expedited quality assurance editing process.

5. PROCESS AT THE CASE MANAGEMENT CENTRE (CMC)

The Case Management System of the PSC includes the process through which the PSC receives 
cases from the call centre, evaluates the contents of such cases, decides on the referral of cases and 
captures feedback.  The process applied by the PSC through the CMS is illustrated in Figure 3 below.

Figure 3:      Case Management System11 
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11.  Republic of South Africa:  Measuring of the Effectiveness of the National Anti-Corruption Hotline: Second Biennia Report:  Public Service  
      Commission,  2008.
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5.1 Receiving Cases of Alleged Corruption from the Call Centre of  
 the NACH

The PSC through its CMS receives cases of alleged corruption from the Call Centre through a secure 
data-link.  The case management staff at the PSC is able to access case management software on a 
server which resides at the contact centre, which is connected to the Pretoria Case Management 
office via an encrypted Telkom Diginet line, separate from the rest of the PSC information system. 
This is a stand-alone system and therefore provides the necessary security needed for the safe 
operation of the NACH.  

5.2  Analysis of NACH Reports

Once the PSC has received a report on the CMS the contents of the report is analysed to 
determine whether there is sufficient information contained in the report in order for it to be 
successfully investigated and to establish which department or institution in the Public Service is 
most appropriately located to investigate the relevant allegation.  The official that receives the report 
also determines the sensitivity and urgency attached to the report.  Reports generated by the CMS 
are submitted by the Office of the PSC to the PSC with a recommendation on where the case 
should be referred to or whether the case should be closed due to insufficient information. Cases 
are classified as restricted, confidential, secret or top secret.

5.3 Referral of Cases by the PSC

After considering the advice of the Office, the PSC then refers the alleged case of corruption 
to Departments for investigation with a covering letter addressed to the respective Directors-
General.  This is done in line with the agreed protocols developed to protect departments and 
user interest.  Certain departments have made arrangements to physically collect their cases at the 
OPSC.   The timeframe for referral of cases to the CMS is after 24 hours whilst the referral of cases 
to departments is approximately six days or more depending on additional information required 
from callers.  Urgent/sensitive cases are fast-tracked to departments through a secure e-mail and 
fax facility. 

5.4 Providing Feedback to the PSC

In the referral report to departments, feedback on progress is requested within forty working days in 
order to enable the CMS to provide such feedback to the Call Centre through a secure data-link.  It 
is not expected of departments to finalise investigations in the forty days but to report on progress. 
When providing feedback, departments are requested to quote case reference numbers and to 
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provide full investigation reports.   The PSC is heavily reliant on the cooperation of departments for 
the provision of feedback to callers. 

5.5 Analysis of Feedback by the PSC

Once feedback is received the PSC analyses the feedback to determine whether sufficient detail 
has been provided and whether a case has been fully investigated.  If a case has not been sufficiently 
investigated by a department, the PSC refers such a case back and indicates what additional 
information is required.  Only once the PSC is satisfied that all aspects of an allegation have been 
sufficiently investigated by a department will it close such a case on the CMS.

5.6       Providing Feedback to Callers

Once the PSC is satisfied with the nature of feedback provided, the relevant information is uploaded 
onto the CMS.  The Call Centre has access to the CMS and when callers enquire about a specific 
allegation that they have made and provide the call reference number, call operators are able to 
provide feedback to the caller.  The system makes provision for operators to provide the following 
information:

•	 Cases	referred	to	the	relevant	departments/	agency	for	investigation
•	 Investigation	in	progress
•	 Investigation	complete	–	referred	for	prosecution
•	 Investigation	complete	–	no	prosecution	possible	due	to	insufficient	evidence
•	 Action	taken	against	perpetrator	(e.g.	disciplinary	action	being	taken	against	those	involved)	
•	 Other	milestones	indicating	levels	of	progress.
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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

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

Tel:  (011) 833-5721
Fax: (011) 834-1200

Limpopo
Kirk Patrick Building
40 Schoeman Street
Polokwane 
0699

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

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

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

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

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

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

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

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

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

Mpumalanga
19 Russel Street
Nelspruit 
1200

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

Northern Cape
Woolworths Building
1st Floor, cnr Chapel & Lennox Streets
Kimberley 
8301

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

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

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