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Foreword
Citizens as users of public services increasingly expect more from government. In order 
to improve citizens’ level of satisfaction with public services, it is critical that government 
delivers more personalised services and on terms that better suit the service users’ 
needs. For this reason, one of government’s outcome objectives emphasises the need 
for an efficient, effective and development oriented Public Service and an empowered, 
fair and inclusive citizenship. Therefore, a Citizen Satisfaction Survey is one methodology 
that provides an opportunity to engage citizens on their views regarding government 
services.

The Public Service Commission (PSC) has, through its Constitutional mandate of 
promoting good governance in the Public Service, been conducting Citizen Satisfaction 
Surveys as one of its mechanisms to consult citizens and to determine their views 
on service delivery. The 2011/12 Citizen Satisfaction Survey departs slightly from the 
previous surveys as it included the local sphere of government in its sample. The PSC 
is of the view that a responsive, accountable, effective and efficient local government 
system will, amongst others, be judged by the satisfaction levels of the members of the 
communities who depend on government services on daily basis.

The findings of the 2011/12 Citizen Satisfaction Survey show that there are pockets of excellence in the government as 
much as there are areas that require improvement in service delivery cutting across all the institutions that participated in 
the survey. The findings show that service users were most satisfied with the fairness and equity displayed by public 
servants during service delivery and least satisfied with redress mechanisms. The findings also show that comparatively, 
the lowest level of overall citizen satisfaction was with services provided by the Emfuleni Local Municipality and the highest 
level was with the services provided by uMlalazi Municipality. 

The PSC wishes to thank the South African Social Security Agency(SASSA), Nelson Mandela Bay and Mangaung Metropolitan 
Municipalities as well as the Emfuleni, Madibeng and uMlalazi Local Municipalities for participating in the study. We also wish 
to thank the German International Cooperation (GIZ) for their contribution and for funding the study. A detailed report 
on the findings of the study is available on the PSC’s website www.psc.gov.za.  

I trust that the findings and recommendations emanating from this report will assist the institutions that participated in this 
survey in improving the much needed services to citizens.

MR B MTHEMBU
CHAIRPERSON: PUBLIC SERVICE COMMISSION
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Executive Summary
1.  PROJECT PURPOSE AND RATIONALE

This report presents findings of the PSC’s 2011 Citizen Satisfaction Survey conducted amongst the service users of 
government services. It is the view of the democratic government that active participation by citizens in government 
processes will improve the government-rendered services, thereby contributing to the citizen satisfaction with such services. 
Note should be taken that this report is a summary of a long complete report that is available on the PSC’s website www.
psc.gov.za. 

2.  RESEARCH METHODOLOGY AND IMPLEMENTATION OVERVIEW

The study applied a purposive sampling procedure in selecting the institutions that participated in the study and their 
selected service delivery sites. In this regard, SASSA, two Metropolitan Municipalities, i.e. Nelson Mandela Bay and Mangaung 
and three local municipalities, i.e. Emfuleni, Madibeng and uMlalazi were sampled. Service users were sampled according 
to the random sampling method, which affords every service user an equal opportunity of being sampled. A total of 3146 
respondents were interviewed using a PSC - developed questionnaire which contained both open-ended and fixed-
responses questions.

3.  KEY FINDINGS AND DISCUSSION OF THE IMPLICATIONS

The findings show that overall, service users were satisfied with fairness and equity displayed by officials (89%), followed 
by outcome of service delivery (79.7%) and courtesy displayed by officials (75.9%). Service users were also satisfied 
with knowledge and competence of officials (69.0%), conditions of facilities (68.2%), value for money (66.7%) 
and timeliness (59.5%). However, service users were least satisfied with accessibility (51.5%), provision of accurate 
information (43%) and redress (20.8%) in service delivery. It also emerged that comparatively, with regard to the overall 
level of satisfaction with the institutions’ services, citizens are least satisfied with the drivers that are controlled at the local 
level and most satisfied with those that are determined elsewhere, in all likelihood at the provincial or national sphere. This 
can be an indication for the need to robustly professionalise and transform the Public Service to ensure that at the coal 
face of service delivery, services are provided to service users in a professional manner, treating Public Service users as real 
customers.

4.  PROPOSALS AND RECOMMENDATIONS ARISING FROM THE PROJECT

    The report makes a range of recomendations including that:

•	 an effective and formal complaints mechanism with multiple channels for lodging one’s complaints should be available 
to dissatisfied service users. 

•	 accurate, comprehensive and current information about products and services on offer should be provided to 
service users so that they can make informed choices. 

•	 operating hours should be flexible to accommodate service users so that customers are not disadvantaged. 
•	 to ensure timely delivery of services, officials at service points must ensure that public services are offered efficiently 

and without delay as service users often spend a considerable amount of time to have their queries and needs 
attended to.

v



6.  CONCLUSION

Measuring citizens’ satisfaction with services rendered by government institutions is one of the key areas of performance 
management. This project therefore, has provided useful insight into the level of service users’ satisfaction with the service 
of the afore-mentioned government institutions that they can use to improve their service delivery standards. Furthermore, 
the findings show that there is a need for this kind of research to be supplemented with other qualitative research which 
will provide useful insight as to why service users feel the way they do about public services.   

vi

5.  POSSIBLE AREAS FOR FURTHER RESEARCH

The conceptual framework used for this study, including the satisfaction drivers and the survey tool used to interview 
service users could also be used by other Public Service or local government institutions that wish to understand how they 
are viewed by their users in order to help direct and trigger improvements. 
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1.1 INTRODUCTION

The PSC is convinced that the opinions and perceptions of service users are a key indicators when seeking to assess and 
understand the performance of Government. Since 2001, the PSC has annually conducted Citizen Satisfaction Surveys to 
establish the level of citizen’s satisfaction with government services.  

A Citizen Satisfaction Survey looks into whether citizens are satisfied with the level and quality of services provided and if 
the services and the manner in which they have provided met their expectations. The PSC derives its mandate to conduct 
citizen satisfaction surveys from Section 196 of the Constitution of South Africa which states that among other things, the 
powers and functions of the Commission are to propose measures to ensure effective and efficient performance within 
the Public Service.  

This report presents findings of the PSC’s 2011 Citizen Satisfaction Survey conducted amongst the service users of 
government services.   

1.2 PURPOSE

   This study sought to:

•			Measure	the	level	of	citizen	satisfaction	of	service	users	based	on	key	drivers	of	citizen	satisfaction.
•			Identify	the	service	areas	with	which	users	are	not	satisfied	users	in	order	to	inform	improvement	strategies	
•			Provide	recommendations	on	how	service	delivery	in	the	identified	areas	could	be	improved.	

1.3 THIS PROJECT’S ACHIEVEMENT OF ITS INTENDED RESULTS 

The Commission is pleased with the knowledge and insight emerging from this survey and believe that this will provide 
useful, strategic guidance to the institutions and agencies responsible for leading and supporting improved Public Service 
and local government performance. 

However, the Commission also recognises that the sample used for this study was relatively small and that as a result, its 
findings cannot be uncritically taken to be relevant for the entire Public Service and all local governments. 

Nevertheless, the key strategic insights delivered by the research are useful and will be used by the Commission and others 
to inform its position on how to improve Public Service performance.  
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2.1 RESEARCH METHOD

The study focused on: 

•	 one national service-providing entity, SASSA, responsible for the delivery of social grants and pensions, 
•	 two Metropolitan Municipalities, Nelson Mandela Bay in the Eastern Cape and Mangaung in the Free State and
•	 three local municipalities, Emfuleni (an urban local authority that includes the towns of Vereeniging; Vanderbijlpark 

and Sebokeng),  Madibeng (a mixed local authority in the North West province that include the town of Brits) and 
uMlalazi (a mostly rural local council in northern KwaZulu-Natal that includes the town of Eshowe). 

Appendix One shows the number of service users interviewed per entity and the service delivery points visited. 

The study applied a purposive sampling procedure in selecting the institutions that participated in the study and their 
selected service delivery sites. Service users were selected using a random sampling method, which afforded every service 
user an equal chance of being sampled. The research involved face-to-face interviews with 3146 service users in 56 
service delivery points operated by SASSA and the municipalities. Quantitative data was analysed using both Excel and the 
Statistical Package for the Social Sciences (SPSS), and themes to analyse the qualitative data were also developed in line 
with the objectives of the study. 

A standard interview schedule based on the following 10 drivers of citizen satisfaction was used for all interviews: 

1. The Accessibility of public services, 
2.  The treatment of citizens with Courtesy and consideration, 
3. Timeliness in the provision of services, 
4. The availability of Information on public services, 
5. the Knowledge and Competence of officials, 
6. the condition of the Facilities in which services are delivered, 
7. Fairness and Equity in service delivery, 
8. Value for Money in service delivery, 
9. providing Redress where a promised standard of service has not been met and 
10. Outcome of the encounter with the Public Service. 

The research was undertaken by a service provider appointed with financial assistance provided by the GIZ and the 
interviews for the project were undertaken during November and December 2011. The final report was completed in 
March 2012. 

2.2 IMPLEMENTATION OVERVIEW

Implementation of the study was relatively straightforward although it must be acknowledged that the methodological and 
statistical features of the study are constraining features that limit the findings’ applicability.   

Challenges encountered during the project included the fact that the majority of the service users were not aware of the 
participating institutions’ service delivery targets or standards and therefore their satisfaction ratings were not informed 
by pre-set standards. In loco visits also showed that for the majority of the sites visited, service delivery charters were not 
displayed.

4
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3.1 OVERALL SATISFACTION LEVELS

This section presents the quantitative and qualitative analysis of the data from the citizen satisfaction survey conducted 
in the SASSA, the Nelson Mandela Bay and Mangaung Metropolitan Municipalities as well as the Emfuleni, Madibeng and 
uMlalalzi Local Municipalities. Various aspects of the ten South African-specific drivers of citizen satisfaction were used to 
determine service user’s level of satisfaction with the sampled services rendered by the selected institutions. Table 1 below 
shows the overall rating of the service user’s level of satisfaction with the services rendered by the selected institutions.

Table 1: Overall satisfaction rate with services rendered by SASSA and Municipalities
INSTITUTIONS

Driver of citizen 
satisfaction

SASSA Nelson 
Mandela Bay

Mangaung Emfuleni Madibeng uMlalazi All

Fairness and 
equity 88.8% 93.4% 91.3% 75.3% 90.9% 94.4% 89.0%

Outcome 83% 80.3% 72.8% 68% 81.8% 92.1% 79.7%

Courtesy 78.9% 77.5% 81.1% 57.1% 68.6% 92% 75.9%

Knowledge and 
competence 73.7% 64.9% 73.5% 50.3% 61.7% 89.9% 69.0%

Facilities 65.5% 86.3% 80.1% 59.7% 35.9% 81.4% 68.2%

Value for money 86.0% 53.3% 71.4% 52.4% 76% 61.3% 66.7%

Timeliness 52.7% 69.8% 70.3% 34.2% 55.6% 74.6% 59.5%

Access 48.2% 43.2% 58% 52.8% 48.4% 57.7% 51.5%

Information 40.2% 49.9% 45.8% 39.9% 27.5% 55.5% 43.0%

Redress 28.7% 15.3% 9.8% 8.2% 18.5% 44.4%    20.8%

Average 64.6% 63.3% 65.4% 49.8% 56.5% 74.3% 62.3%

Table 1 above shows the average rating of the service user’s level of satisfaction with the sampled services rendered by 
all the selected institutions was 62.3%. Furthermore, the findings show that overall, service users were most satisfied with 
the fairness and equity displayed by officials (89%), followed by outcome of service delivery (79.7%) and courtesy 
displayed by officials (75.9%). However, service users were least satisfied with accessibility (51.5%), provision of accurate 
information (43%) and redress (20.8%) in service delivery. 

3.1.1 Accessibility to Public Service

Overall, the findings show that 51.5% of service users were dissatisfied with the accessibility of service points. The findings 
suggest that in general, there are challenges relating to the accessibility of services. This implies that it is not easy for service 
users to access the services of these institutions. In a country like South Africa which is geographically spread and diverse 
with high levels of unemployment, accessibility to public services is vital to improving the living conditions of the people. 

3.1.2 Provision of Accurate Information

Information on where and how services can be accessed should be provided to all service users of Public Services. The 
findings of the study show that service users interviewed at all service points of the sampled institutions were dissatisfied 
with the provision of information at service points.  The low level of satisfaction with the provision of information by officials 
at service points suggests that service users are not informed about the departments’ service standards prior to receiving 
services. As a result, they are unable to make informed choices and decisions regarding the quality of service that they 
receive. Furthermore, failure to provide accurate information to service users could leave them misinformed, frustrated and 
confused, resulting in failure to receive the right service the first time.

6



3.1.3 Redress in Service Delivery

Service users should always be provided with a swift and sympathetic response and offered an explanation where a 
promised standard of service is not delivered. The findings show that service users were not satisfied with the redress 
mechanism at service points. This suggests that service users have no confidence in the redress mechanisms available to 
them and as a result they are unable to complain about poor service experienced at service points.

The findings further show that comparatively, with regard to the overall level of satisfaction with the institutions’ services, 
service users of uMlalazi Local Municipality were most satisfied (74.3%) while those of Emfuleni Local Municipality were 
the least satisfied (49.8%). 

3.2 DISCUSSION OF FINDINGS

The findings of the research are interesting and helpful in that it is clear that citizens are least satisfied with the drivers 
that are controlled at the local level and most satisfied with those that are determined elsewhere, in all likelihood at the 
provincial or national sphere. 

For example, fairness and equity, the drivers with which citizens are most satisfied, are determined by policies that have been 
developed away from the service points themselves, probably by either the national or provincial spheres of government. 

Accessibility, the provision of information and redress, the drivers with which service users are least satisfied, are mostly 
determined at the service point itself. 

The fact that citizens are least satisfied with the drivers that are locally determined and most satisfied with those that are 
determined provincially or nationally is a clear indication of the need to buttress and augment local capacity and improve 
the performance culture at the frontline of service delivery. 

7
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4.1 DETAILED INSTITUTIONAL RECOMMENDATIONS

Please note that detailed recommendations aimed at each individual institution surveyed as part of this project are provided 
in Appendix Three. 

4.2 SHIFT CAPACITY FROM THE CENTRE TO SERVICE POINTS

From an improvement perspective, the obvious overarching conclusion is that Public Service and local government capacity 
to implement centrally determined policies should be shifted from the national and provincial spheres to local service 
points, where it is more needed. 

While this analysis is not new, it is useful to have it amplified and endorsed by this empirical research.

4.3 A CLEAR NEED FOR COMPLAINTS MECHANISMS FOR IMPROVED REDRESS 

An effective, formal complaints mechanism with multiple channels for lodging complaints should be available to dissatisfied 
service users. 

The complaints process should be made clear, step by step.  

Trust should be built around the complaints mechanism to ensure that customers are not discouraged from using it 
because they do not see it as effective or that it may have negative consequences if used.  

4.4 PROVIDE SERVICE USERS WITH BETTER INFORMATION

Accurate, comprehensive and current information about products and services on offer should be provided to service 
users so that they can make informed choices. 

Generally, signage should be clear and legible for all to see. 

Information on how to complain and where to complain about poor service should also be clearly displayed. Information 
desks should be staffed and attend to customer queries within a reasonable time. 

4.5 IMPROVE SERVICE POINT ACCESSIBILITY 

Accessibility is one of the key issues that need attention to ensure that targeted service users can make use of services 
without any hindrance. 

Operating hours should be flexible to accommodate service users so that customers are not disadvantaged. 

Service points should have disability access in line with government building regulations.  In addition to direct access to the 
service delivery points, customers should be able to call in with queries which would save time and transport costs. 

The telephone numbers with hours of availability should be clearly displayed at the service point and advertised widely in 
the community.

4.6 IMPROVE THE TIME TAKEN TO DELIVER SERVICES

Public services should be offered efficiently and without delay as service users often spend a considerable amount of 
time to have their queries and needs attended to. Some even take time off from work to come to the service point. It is 
therefore important that the provision of services is timeous and prompt. 

9



4.7 STAKEHOLDER RESPONSES AND OTHER FEEDBACK

QUESTIONS ANSWERS

Has this been sought ? Not yet, as approval for the report is still pending.

10
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5.1 A STARTING POINT FOR DEEPER DIAGNOSTIC AND COMPARATIVE RESEARCH

This project has provided useful insights into the levels of satisfaction felt by citizens. 

The research could provide a helpful starting point for further diagnostic work that could try to identify the reasons for the 
different levels of satisfaction across service points within a single institution (i.e. SASSA) or, alternatively, seeking to identify 
the factors that make uMlalazi  so much more successful at satisfying its service users than Emfuleni(for example). 

By identifying such critical success factors, it would become clearer on exactly what could be done to increase levels of 
satisfaction and performance. 

 
5.2 INSTITUTIONAL REFLECTION AND ANALYSIS 

This research could also be taken forward by each of the institutions researched and serve as a starting point for reflection 
and analysis on the levels of satisfaction being achieved and the identification of internal processes that could lead to 
improvements. 

The conceptual framework used for this study, including the satisfaction drivers and the survey tool used to interview 
service users could also be used by other public service or local government institutions that wish to understand how they 
are viewed by their users in order to help direct and trigger improvements. 
 
5.3 CONCLUSION

Measuring the citizen satisfaction with services rendered by government institutions is one of the key areas of performance 
management. This project therefore, has provided useful insight into the level of service users’ satisfaction with the service 
of the afore-mentioned government institutions that they can use to improve their service delivery standards.    

12
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Entity/Municipality Service points and 
sampled service

Number of 
service points

Number of 
service users

% of total sample

SASSA SASSA Service Centres 
(old age, disability and child 
grant services)

44 1604 51%

Nelson Mandela Bay 
Metropolitan Municipality 

Municipal Service Points
(billing services)

3 517 16.4%

Mangaung Metropolitan  
Municipality

Municipal Service Points
(billing services)

3 380 12.1%

Emfuleni Local 
Municipality

Municipal Service Points 
(billing services)

3 366 11.6%

Madibeng Local 
Municipality

Municipal Service Points 
(billing services)

2 153 4.9%

uMlalazi Local Municipality Municipal Service Points 
(billing services)

1 126 4.0%

TOTAL 56 3146 100%

APPENDIX ONE:

The number of service users interviewed per entity and the service delivery points visited

Service points and sampled service

Access All citizens should have equal access to the services to which they are entitled.

Courtesy Citizens should be treated with courtesy and consideration.

Timeliness Services and products should be delivered in a timely fashion, efficiently and responsively.

Information Citizens should be given full, accurate information about the public services that they are entitled to 
receive.

Knowledge and 
competence Citizens should be served by officials who are competent and knowledgeable about the service they offer.

Facilities The conditions of the service delivery sites, their appearances and appropriateness to meet citizens’ needs 
and expectations should be of an acceptable standard.

Fairness and equity Services and products should be provided without discrimination and clients should be treated fairly.

Value for money Services should be provided economically and efficiently.

Redress If the promised standard of service is not delivered, citizens should be offered an apology, a full explanation 
and a speedy and effective remedy.

Outcome Citizens should receive the services they needed.

APPENDIX TWO:

South African-specific drivers of citizen satisfaction
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Key areas Recommendations

Redress With immediate effect: 

•	 SASSA must develop mechanisms to ensure that formal records of complaints are captured and attended 
to in an effective and efficient manner. In this  regard, feedback on how complaints raised are handled and 
resolved should be communicated back to the service users through officials who should be monitored on 
complaints handling, and a recourse meted for all complaints lodge. Furthermore, systems should be put in 
place to monitor the turnaround time with regards to complaints lodged by service users. 

•		SASSA	must:

o     Establish mechanisms to get feedback from service users.
o     Keep a record of such feedback.
o     Measure and report on progress in addressing issues raised by service users.

Information •	 SASSA must make information available in various languages to ensure accessibility and alignment to the 
country’s language policy.

•	 Materials and signage available must be checked to ensure they are current and legible to cater for the various 
age categories.

•	 Service users must be informed about the service standards and their rights prior to receiving services.

Access •	 SASSA must review the levels of service at satellite offices and align these to service user requirements and 
needs.

•	 Service users’ ability to access service points through telephone must be improved.

Timeliness •	 With immediate effect service delivery processes must be reviewed to eliminate long queues at service 
points. The issue can be addressed by increasing the number of staff at service points which service more 
people.

APPENDIX THREE:

Recommendations for each Institution Surveyed

3.1 Recomendations for SASSA

Key areas Recommendations
Redress With immediate effect:

•	 The Nelson Mandela Bay Municipality must develop mechanisms to ensure that formal records of complaints 
are captured and attended to in an effective and efficient manner. In this regard, feedback on how complaints 
raised are handled and resolved should be communicated back to the service users through officials who 
should be monitored on complaints handling, and a recourse meted for all complaints lodge. Furthermore, 
systems should be put in place to monitor the turnaround time with regards to complaints lodged by service 
users.

•	 With immediate effect the Municipality  must:

o    Establish mechanisms to get feedback from service users.
o    Keep a record of such feedback.
o    Measure and report on progress in addressing issues raised by service users.

3.2 Recommendations for the Nelson Mandela Bay Municipality

15



Access •	 The municipality must investigate the proximity of service sites to where service users live to address 
accessibility of services.

•	 Officials at all service sites must ensure that telephone numbers of services are visibly displayed and 
officials must strive to assist service users telephonically. 

•	 With immediate effect officials must give attention to the needs of the disabled and elderly in accessing 
service delivery sites.

Information •	 Officials must ensure that the functioning of help desks at all service sites is improved and that the help 
desks are stocked well with posters/flyers/pamphlets. This must be done immediately.

Value for money •	 Officials must communicate how the cost of various services is arrived at so that service users are not 
caught by surprise. Increases and the rationale behind them must be communicated well in advance 
of their implementation using innovative methods such as SMS as well as on radio and regional TV 
broadcasts.

Key areas Recommendations

Redress With immediate effect:

•	 The Mangaung Metropolitan Municipality must develop mechanisms to ensure that formal records of 
complaints are captured and attended to in an effective and efficient manner. In this regard, feedback 
on how complaints raised are handled and resolved should be communicated back to the service 
users through officials who should be monitored on complaints handling, and a recourse meted for all 
complaints lodge. Furthermore, systems should be put in place to monitor the turnaround time with 
regards to complaints lodged by service users.

•	 With immediate effect the Municipality  must:

o  Establish mechanisms to get feedback from service users.
o  Keep a record of such feedback.
o  Measure and report on progress in addressing issues raised by service users.
o  Disseminate and display progress charts at service delivery points. 

Information •	 Clear and visible outside and inside signage must be displayed at all service delivery sites of the municipality.
•	 With immediate effect officials must ensure that information desks at all service sites are well stocked 

with posters/flyers/pamphlets.
•	 Service users must be informed about the municipality’s service standards and their rights prior to 

receiving services.

Access •	 Officials at all service sites must ensure that telephone numbers of services are visibly displayed and 
officials should strive to assist service users telephonically. 

•	 The proximity of service sites to where service users live must be a major consideration by the 
municipality.

3.3 Recommendations for Mangaung Metropolitan Municipality 
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Key areas Recommendations

Redress With immediate effect:

•	 The Emfuleni Local Municipality must develop mechanisms to ensure that formal records of complaints 
are captured and attended to in an effective and efficient manner. In this regard, feedback on how 
complaints raised are handled and resolved should be communicated back to the service users through 
officials who should be monitored on complaints handling, and a recourse meted for all complaints 
lodged. Furthermore, systems should be put in place to monitor the turnaround time with regards to 
complaints lodged by service users.

•	 With immediate effect the Municipality must:

o     Establish mechanisms to get feedback from service users.
o     Keep a record of such feedback.
o     Measure and report on progress in addressing issues raised by service users.

Timeliness •	 The municipality must improve service delivery times at service points by identifying problem areas and 
addressing these.

•	 The municipality must ensure adequate staffing, with more resources available at month end. 

Informaton •	 Clear and visible outside and inside signage must be displayed at all service delivery sites of the municipality.
•	 Officials must ensure that information desks at all service sites are well stocked with posters/flyers/

pamphlets.
•	 Service users must be informed about the municipality’s service standards and their rights prior to receiving 

services.

Knowledge and 
Competence

•	 Continuous training in the form of specialised courses, workshops, on the job training, seminars and 
current awareness programmes on public administration and customer care issues is recommended to 
empower officials to perform better in their duties.

Value for 
money

•	 Officials must communicate how the cost of various services is arrived at so that service users are not 
caught by surprise. Increases and the rationale behind them must be communicated well in advance of 
their implementation using innovative methods such as SMS as well as on radio and regional TV broadcasts.

Access •	 Telephone numbers of all municipal service points must be visibly displayed to service users, and officials 
must strive to assist them telephonically.

•	 Amenities for service users who are disabled and the elderly must be provided to ensure easy access to 
services. 

Courtesy •	 Officials should be encouraged to treat service users with respect and humility. 

Failities •	 The waiting area needs to be reorganised to handle the large volumes. At the same time, ways of processing 
clients faster and efficiently should be sought. 

3.4 Recommendations for Emfuleni Local Municipality

3.5 Recommendations for Madibeng Local Municipality   

Key areas Recommendations

Redress With immediate effect: 

•	 The Madibeng Local Municipality must develop mechanisms to ensure that formal records of complaints are 
captured and attended to in an effective and efficient manner. In this regard, feedback on how complaints raised 
are handled and resolved should be communicated back to the service users through officials who should be 
monitored on complaints handling, and a recourse meted for all complaints lodged. Furthermore, systems 
should be put in place to monitor the turnaround time with regards to complaints lodged by service users.
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Key areas Recommendations

Redress With immediate effect:

•	 The uMlalazi Local Municipality must develop mechanisms to ensure that formal records of complaints are 
captured and attended to in an effective and efficient manner. In this regard, feedback on how complaints 
raised are handled and resolved should be communicated back to the service users through officials who 
should be monitored on complaints handling, and a recourse meted for all complaints lodged. Furthermore, 
systems should be put in place to monitor the turnaround time with regards to complaints lodged by service 
users.

•	 With immediate effect the Municipality must:

o   Establish mechanisms to get feedback from service users.
o   Keep a record of such feedback.
o   Measure and report on progress in addressing issues raised by service users.

3.6 Recommendations for Umlalazi Local Municipality  

•	 With immediate effect the Municipality must:

o   Establish mechanisms to get feedback from service users.
o   Keep a record of such feedback.
o   Measure and report on progress in addressing issues raised by service users.

Information •	 With immediate effect outside and inside signage must be improved so that service users are aware of 
the kind of services offered and during which periods (opening and closing times).

•	 The level and standard of service must be specified so that service users have some standard against 
which the performance of officials can be measured. This assessment can also serve as a proxy for service 
delivery standards and performance. 

•	 Officials must ensure that information desks at all service sites are well stocked with posters/flyers/
pamphlets.

•	 Service users must be informed about interruption of services (water and electricity) so that they can 
plan accordingly.

Facilities •	 Officials must ensure that the waiting areas in all service points are kept clean inside and outside with 
cleaners working overnight or starting earlier than the office opens. 

•	 Outside maintenance also requires attention.
•	 Attention must be paid to the level of security at all service delivery points.

Accessability •	 Telephone access must be improved. This would reduce the numbers at service points as some queries 
get addressed through this channels.

Courtesy •	 Officials must be trained in customer care to complement service user concerns about impatient official 
who care less about being polite.

Timeliness •	 Consider additional resources at month end for service points to cope with demand. Alternatively, 
increased working hours, publicised well in advance could deal with the problem ensuring that service 
users come at different times. 

•	 Sewage blockages need quick action considering the health hazard they pose.

Knowledge and 
Competence

•	 Continuous training in the form of specialised courses, workshops, on the job training, seminars and 
current awareness programmes on public administration and customer care issues is recommended to 
empower officials to perform better in their duties.
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Information •	 Clear and visible outside and inside signage must be displayed at all service delivery sites of the municipality.
•	 Officials must ensure that information desks at all service sites are well stocked with posters/flyers/pamphlets.
•	 Service users must be informed about the municipality’s service standards and their rights prior to receiving 

services.

Access •	 Amenities for service users who are disabled and the elderly must be provided to ensure easy access to 
services.

•	 Telephone numbers of all municipal service points must be visibly displayed to service users, and officials 
must strive to assist them telephonically.

•	 The proximity of service sites to where service users live must be a major consideration by the municipality.

Value for 
money

•	 Officials must communicate how the price of various services is arrived at so that service users are not 
caught by surprise.

•	 Increases and the rationale behind them must be communicated well in advance of their implementation 
using innovative methods such as SMS as well as on radio and regional TV broadcasts.
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