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GLOSSARY OF TERMS 

 

Learning and Teaching Support Material: This refers to all key items required for the purpose 

of facilitating effective and efficient teaching and learning at the schools, including physical 

resources such as desks. However, the main focus of this inspection was on availability of 

textbooks and closely related items. 
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1. INTRODUCTION 

 

Access to basic education is a fundamental right enshrined in section 29(1)(a) of the Bill of 

Rights as set out in the Constitution of the Republic of South Africa, 19961. For this reason, 

government has identified as one of its key priorities Outcome 1: the improvement of quality 

basic education. Taking into account that every year there are reports on the schooling system 

performing well below its expected potential, it is the inference that basic education is at the top 

of the priority list of this administration. It should also be mentioned that improving basic 

education outcomes forms the bedrock of the country’s long-range development goals. One of 

the outputs of this outcome is increased access to high quality learning material. A key objective 

of the National Development Plan, 2012 (also called Vision 2030), is to ensure that each learner 

has access to quality learning and teaching material to meet the requirements of the curriculum 

and improve learner performance2. Consistent with the foregoing is the view of the Supreme 

Court of Appeal (SCA) in the case of Minister of Basic Education and others v Basic Education 

for All and Others that the right to basic education is not a progressive one, but one that 

must be realised immediately. In this regard, the SCA adduced that “… the Department’s 

failure to provide textbooks to each learner infringes their right to basic education”3. 

 

It is against this background that the Public Service Commission (PSC) decided to conduct 

service delivery inspections at selected schools on the availability of Learning and Teaching 

Support Material (LTSM) during January and February 2016. LTSM plays a critical role in 

supporting the learning environment between learners and educators. The inspections also 

sought to assess the role of District Offices in supporting schools in this regard. In conducting 

inspections the PSC is mandated by the Constitution in section 196(4), amongst others (a), to 

promote the values and principles set out in section 195, throughout the Public Service and (c) 

to propose measures to ensure effective, and efficient performance within the Public Service. In 

line with the aforesaid Constitutional provision, section 9 of the Public Service Commission Act 

(1997) provides that “the Commission may inspect departments and other organizational 

components in the Public Service, and has access to such official documents or may obtain 

such information from Heads of those departments or organizational components or from other 

officers in the service of those departments or organizational components as may be necessary 

for the performance of the functions of the Commission under the Constitution or the Public 

Service Act”4. Accordingly, the PSC developed a Protocol on Inspections5, which sets out the 

methodology for conducting inspections in a meaningful and objective manner in order to 

safeguard the integrity of the inspection process and enhance the quality of the reports that are 

subsequently generated. 

 

                                                           
1  Republic of South Africa. The Constitution of the Republic of South Africa, 1996. 
2  Republic of South Africa. National Development Plan, 2012. 
3  Available at: http://www.justice.gov.za/sca/judgments/sca_2015/sca2015-198.pdf. 
4  Republic of South Africa. Public Service Commission. Public Service Commission Act. 1997. 
5  Republic of South Africa. Public Service Commission Act. Protocol on Announced and Unannounced Inspections. 2007. 



  

Consolidated Report:  Service Delivery Inspections Conducted at Selected Schools on the Availability of Learning 

and Teaching Support Material Page 2 

 

The timing of the inspections was very critical and coincided with the reopening of schools 

during the second and third week of January 2016. This was to ensure that learning starts 

smoothly, aided by the availability of LTSM. Therefore, the PSC’s inspections sought to 

determine the availability of LTSM at schools and the readiness of schools to commence with 

learning. Furthermore, the inspections sought to determine the schools compliance with the 

Batho Pele requirements6. It should be mentioned that the PSC also conducted similar 

inspections during the 2014/2015 financial year wherein pertinent findings were made relating to 

the importance of LTSM in ensuring quality learning and education7. Although these inspections 

did not specifically follow up on the recommendations suggested previously, it was hoped that 

they will give an indication of the extent to which the situation may have improved.  

 

2. THE AIM AND OBJECTIVES OF THE PSC INSPECTIONS 

 

The broad aim of the PSC inspections is to assess the quality of services rendered to the public, 

the state of the facilities and the conditions at the service site. It is also the objective of 

inspections to determine if government departments are achieving the required service standard 

intended to meet the needs of the people of South Africa. The objectives of the inspections in 

selected District Offices and schools, which have been modeled around the specific objectives 

of an inspection set out in the PSC Protocol8, are as follows: 

 

 To determine the procurement process for the LTSM; 

 To assess the role of District Offices in supporting the schools; 

 To assess other challenges impacting on quality learning; 

 To establish the availability of LTSM at the visited schools; and 

 To establish schools’ adherence with the Batho Pele requirements. 

 

3. SCOPE AND METHODOLOGY 

 

3.1 Scope 

 

The scope of the inspections involved primary and secondary public schools in the nine 

provinces. 

 

                                                           
6  Republic of South Africa. Department of Public Service and Administration. White Paper of Transforming Public Service 

Delivery, 1997 
7  Republic of South Africa. Public Service Commission. Technical Brief:  Service Delivery Inspections Conducted at Selected 

Schools on the Availability of Learning and Teaching Support Material, 2015. 
8  Republic of South Africa. Public Service Commission Act. Protocol on Announced and Unannounced Inspections. 2007. 
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3.2 Sampling 

 

A sample of 99 schools, comprising of both urban and rural schools, in the 9 provinces was 

targeted for inspection. The table below shows the number of schools visited per province as 

well as the dates of the inspections. 

 

Table 1: Number of the inspected schools and the dates of the inspections 

Name of Province Number of Schools Dates of the Inspections 

Eastern Cape 10 25-29 January 2016 

Free State 10 19-26 January 2016 

Gauteng 6 10-16 February 2016 

KwaZulu-Natal 12 
9-11 February 2016 -  

22-23 February 2016 

Limpopo 13 
18-26 January 2016 and 

04 February 2016 

Mpumalanga 10 20-28 January 2016 

North West 10 20-28 January 2016 

Northern Cape 18 19-27 January 2016 

Western Cape 10 19-21 January 2016 

TOTAL 99  

 

3.3 Data collection 

 

Prior to conducting the inspections, letters were forwarded to the Executive Authorities and 

Accounting Officers of the respective provincial Departments of Education to inform them of the 

PSC’s intention to conduct the inspections. The inspections followed both announced and 

unannounced methodology. 

 

3.3.1 Interviews 
 

Face-to-face interviews, led by PSC Commissioners, were conducted with key employees at 

selected District Offices and schools. These interviews were guided by an interview schedule 

consisting of closed and open-ended questions. 

 

3.3.2 Inspections in loco 
 

Following interviews with key employees at the selected District Offices and schools, the 

schools were observed for compliance with Batho Pele requirements. A checklist was used in 

recording the observations. 
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3.4 Data analysis 

 

The collected data was analysed according to the thematic areas derived from the objectives of 

the study. 

 

3.5 Limitations 

 

The following limitations were identified: 

 

 To avoid disrupting school programmes, the inspections were conducted mainly during 

school hours, which carried the risk of some of the key officials in the handling of LTSM 

processes being unavailable for interviews. 

 

 Compliance with Batho Pele requirements required physical inspection of the facilities by 

the inspection team. The findings relate to the views and observations made at the said 

sites and therefore, cannot broadly be generalised and applied to all schools across the 

provinces. 

 

4. KEY FINDINGS 

 

This section provides an overview of findings across all provinces followed by the individual 

findings of each province. Detailed findings and recommendations per province are contained in 

individual reports, which have been forwarded to the relevant provincial Departments of 

Education for further attention. 

 

4.1 Overview of the findings 

 

Every public school should have access to the minimum set of core material required to 

implement the National Curriculum Statement for Grade R-12. Furthermore, public institutions 

should embody the ethos of humanity as required by Batho Pele in line with the Constitutional 

imperatives set out in the Bill of Rights9. 

 

4.1.1 Procurement process 
 

Appointment of publishers: The Department of Basic Education (DBE) has appointed 

publishers through a national tender for the procurement of textbooks. It has also developed 

National Catalogues of core textbooks and the Minimum School Bag (MSB) for stationery 

requirements in order to guide provinces with regard to the selection and procurement of 

textbooks and stationery for public schools. Furthermore, the DBE has developed a Basic 

Education Sector Plan (BESP) with specific timelines in terms of which procurement processes 

in the provinces have to be managed so as to ensure universal coverage of LTSM 

                                                           
9  Republic of South Africa. The Constitution of the Republic of South Africa, 1996. 
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requirements. In terms of the BESP, provincial departments were expected to ensure that 

orders for all LTSM requirements, including stationery, were made by 31 July and that the 

material was distributed to the schools by 31 October of the preceding school year. It was also 

found that a transversal contract was secured with National Treasury for the procurement of 

stationery requirements. However, to date, only the Free State, Gauteng and Northern Cape 

have participated in the contract. Other provinces have their own procurement models. 

 

Budget allocation: According to section 20 of the South African Schools Act, 1996 (SASA), 

schools are allocated the functions listed in that section. Schools classified as section 21 are 

allocated additional functions set out in that section and receive own budget allocations to 

procure own LTSM, including textbooks. All visited District Offices confirmed that the allocation 

of budget to public schools is centralised at the Provincial Head Offices. Ordinarily, provincial 

departments transfer funds directly into the accounts of section 21 schools. In most cases, 

these schools approach publishers directly to order their material. The other schools (not 

section 21) do not receive their funds directly, and were required to submit their needs through 

District Offices. The majority of District Offices were concerned that the budget allocation was 

insufficient, which resulted in perennial shortages in the schools. 

 

Systems for ordering LTSM: The inspection also found that provincial Departments of 

Education in all the provinces have different models of ordering textbooks for public schools. In 

this regard, provinces either procure textbooks directly from publishers or use an appointed 

management agent. In most cases, they even procure for section 21 schools10. For instance, in 

the Eastern Cape, Limpopo, Northern Cape and Western Cape the procurement process is 

handled by the Provincial Head Offices of the respective Departments of Education for all 

schools. In the Free State all section 20 schools receive their material from the Department, 

whereas section 21 schools procure their own material using their budget allocations. Similarly, 

the majority of section 21 schools in Gauteng and KwaZulu-Natal manage their own 

procurement by buying through booksellers. Of these schools in both provinces, 15% (300 out 

of 2000) to 25% (684 out 2764) have opted to utilise the central procurement process. It was 

also found that in the Eastern Cape, Gauteng, KwaZulu-Natal and Mpumalanga all section 20 

schools’ textbook requirements are handled by an appointed management agent, whilst 

Mpumalanga’s section 21 schools have also opted for this process. In the North West, the 

province has been divided into regions that have allocated schools to booksellers/distributors. 

All schools submit their orders through the regions for processing, after which they are 

forwarded to the Provincial Head Office for payment. 

 

Generally, both electronic and manual systems are used to order LTSM across provinces. For 

example, schools in the Free State, Northern Cape and Mpumalanga were required to complete 

requisition forms pertaining to their needs. The requisition forms were then captured onto the 

                                                           
10  Republic of South Africa. Department of Basic Education. South African Schools Act, 1996 (Act No 84 of 1996) as amended 

(certain schools are allocated the function “to purchase textbooks, educational materials or equipment for the school” in 

terms of section 21(1)(c) of SASA). 
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relevant departments’ electronic information and management systems (i.e. Educational 

Management Information System (EMIS), through which orders were forwarded to service 

providers. The EMIS was found to be an effective and efficient system that enabled tracking and 

monitoring of orders from schools. In Limpopo, the majority of schools used a manual system, 

including templates provided on compact disks (CDs) to procure LTSM, although some of the 

schools experienced technical problems with the disks. 

 

Warehousing and delivery of LTSM: It was found that in four provinces (Eastern Cape, 

Gauteng, KwaZulu-Natal and Mpumalanga) the entire process, including the warehousing and 

delivery of the material to the public schools, is handled by the appointed managing agent. 

However, in Limpopo and Mpumalanga the respective departments have provided central 

warehouses where publishers deliver the ordered textbooks whilst the Department of Education 

in the Free State has provided warehouses in all districts. In the North West, the Department of 

Education utilises the services of booksellers or distributors for the warehousing and delivery of 

textbooks. In the Western Cape, the procured material is delivered directly to schools by 

publishers. 

 

Challenges emanating from own procurement: It was found that allowing some of the 

schools to procure on their own as provided in section 21(1)(c) of the SASA has led to untended 

consequences. Key challenges include the impact on efficiency and effectiveness arising from 

the different methods of procurement and delivery of LTSM in different provinces. Provincial 

departments also found it difficult to accurately monitor and report on the state of universal 

coverage due to lack of cooperation by some of the section 21 schools. Furthermore, the 

provision led to some of these schools purchasing commercially produced textbooks at 

unaffordable and unsustainable cost to the State and raising questions of financial 

mismanagement. This was further exacerbated by the fact that DBE’s attempts to invoke 

section 22(1) of the SASA, which stipulates that “the Head of Department may on reasonable 

grounds, withdraw a function of a governing body”, have often been contested successfully 

in courts. As a result, the DBE has found itself in a predicament, especially taking into account 

the SCA’s immutable stance of 100% universal coverage in stating that “… failure to provide 

textbooks to each learner infringes their right to basic education”. For example, the SCA 

concluded that in instances where the Department was required to provide textbooks to 25 

learners, but succeeds in providing these to only 24 learners, it held the Department responsible 

for violating the basic right of the 25th learner that did not receive textbooks. The DBE has, 

therefore, averred that the centralised procurement process would be the most effective model 

to ensure compliance with the SCA decision. According to the DBE, the results of its monitoring 

processes have shown that in cases where section 21(1)(c) schools elected to participate in the 

centralised process, there had been improvement in timeous and universal coverage. 

Furthermore, the DBE indicated that it was considering “uniform and standardized textbooks 

to all learners across the system” in order to reduce costs and ensure sufficiency in all public 

schools. 
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Shortage of textbooks: The majority of District Offices raised concerns that textbooks were 

insufficient and the reasons provided were diverse. District Offices across all provinces mainly 

attributed the shortage to the increase in the number of learners, which exceeded their initial 

projections. In KwaZulu-Natal, there were concerns that some of the schools delay in submitting 

their requisitions, which resulted in late deliveries. Similar concerns were raised by officials at 

the District Offices in the Eastern Cape, which resulted in officials having to use their own 

transport to collect LTSM from the warehouse to deliver to schools. Suppliers were also 

criticised for sometimes delivering incorrect material or delivering at awkward times without prior 

arrangement.  

 

Delivery of orders: Responses were received from 12 service providers and they were found 

to be consistent with the above findings with regard to point of delivery. Furthermore, it was 

found that in most cases service providers (7 out 12) were given the lead time of one (1) week 

to three (3) months as per the agreed SLA for delivery of the orders, which the regarded as 

sufficient. However, Juta Company indicated that it was given a timeframe of between 10 to 12 

weeks to deliver the required order, which found to be insufficient. Similarly, Macmillan found 

the 8 weeks lead time not adequate and suggested a timeframe of 12 weeks for both local and 

international publications. Two (2) service providers, i.e. AllCopy Publishers and Berlut Books, 

indicated that they were satisfied with the lead time provided as they always delivered within 2 

to 3 days and 5 to 7 days, respectively, from the date of receipt of orders. Other challenges 

experienced were as follows: 

 

 Late orders and late confirmation of delivery addresses. 

 Departments often capture schools’ orders incorrectly and when delivery occurs the 

schools reject the orders resulting in losses for publishers. 

 Provinces/districts place orders on different times which renders bulk printing difficult 

and to save on costs, and thus eroding the benefit that could be passed on to the DBE. 

 Indicative quantities not materializing into official orders. 

 Delays in payment by departments. 

 Provinces send distribution lists without official orders or vice vesa. 

 

It should be mentioned that the PSC’s study on the 30 day payment to service providers11 found 

that departments did not always adhere to the Treasury Regulation 8.2.312, which impacted on 

the financial sustainability of small medium and micro enterprises (SMMEs). Consequently, 

government’s developmental agenda is rendered ineffective and improvement in service 

delivery is affected. 

 

                                                           
11  Republic of South Africa. Public Service Commission. Consolidated Report on Public Hearings on Compliance with 

Government’s 30 Day Payment Period to Service Providers, 2014 
12  Republic of South Africa. National Treasury. Section 8.2.3 stipulates that “all payments due to creditors must be settled within 

30 days from receipt of an invoice or, in the case of civil claims, from the date of settlement or court judgment”. 
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Notwithstanding the concerns raised, all the respondents indicated that they delivered their full 

orders on time. However, only Macmillan Education South Africa, Juta and Company (Pty) Ltd, 

Pulse Education and Tower City Trading provided evidence of delivery whilst the others cited 

the volume of invoices and vast destinations covered as the impediment. In KwaZulu-Natal, 

service providers were concerned about the remoteness of schools as hampering timely 

delivery. It was, however, found that Ndabase Printing has established warehouses in various 

localities in order improve its reach. Although some of the service providers often made 

arrangements with traditional authorities and chairpersons of school governing bodies (SGBs) to 

enhance delivery, communication was a challenge as some of the schools do not have 

telephones and are at the mercy of private cellular phones and lack of advanced network.  

 

Retrieval of textbooks: The retrieval of textbooks from learners at the end of each school year 

is pivotal to the availability of books at the start of the new school year. According to the DBE all 

public schools should develop retrieval systems in line with its Textbook Retrieval Policy. This 

will ensure that all material allocated to learners is returned by the end of the school year. The 

DBE was, however, concerned about persisting weaknesses in the textbook retrieval systems in 

the majority of schools, resulting in increased requisitions for top up material, at high cost to the 

State. It was found that District Offices were aware of the DBE’s Textbook Retrieval Policy and 

template. It was also established that schools recorded all allocated textbooks manually and on 

electronic systems, including lost textbooks. However, it was found that the retrieval rate across 

provinces was a cause for concern, with Limpopo experiencing the lowest retrieval rate. In the 

Western Cape, circuit managers were actively involved in monitoring of the schools’ 

implementation of retrieval policies, which improved its retrieval rate. 

 

4.1.2 Support by District Offices 
 

The inspections also sought to establish the role of District Offices in supporting schools in order 

to ensure timely delivery and sufficiency of LTSM. A total of 30 District Offices were visited. The 

District Offices indicated that they provided training and guidance to schools to address 

identified challenges such as accessing catalogues and templates provided in CD format as 

was observed in schools in the Eastern Cape and Limpopo. In addition, Circuit Managers were 

trained on the catalogue requisition system to enhance the selection and ordering of LTSM. 

Similarly, District Offices in the Western Cape indicated that they provided training to principals 

on how to use the online procurement system, whilst the Northern Cape stated that its training 

focused on the ordering processes and procedures. It was also noted that in the Western Cape, 

the suppliers visit circuit offices to conduct information sessions and showcase relevant 

textbooks to principals and teachers, which facilitated an efficient ordering process. 
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4.1.3 Other challenges impacting on quality learning 
 

(a) Human resource constraints 
 

Availability of teaching staff is an important catalyst to providing access to learning and 

education. In general, most District Offices raised concerns of shortages of educators. In 

KwaZulu-Natal there is a shortage of educators in critical subjects such as Mathematics and 

Science. In Limpopo and Free State, the main concern was around the requirement for District 

Offices to first search for suitable educators from the list of excess educators before advertising, 

which delayed the filling of posts and impacted on the quality of learning. This also resulted in 

some of the classrooms having more learners than the required learner to educator norm of 

30:113. In some cases, the situation was exacerbated by insufficient classrooms or unavailability 

of teachers for certain subjects in some of the schools. For example, the leaner to teacher ratio 

in some schools in the Northern Cape and Free State, respectively, was as high as 45:1. In the 

Western Cape, the ratio was between 38:1 and 35:1 in primary and secondary schools, 

respectively. KwaZulu-Natal had the highest ratios with the majority (7 out of 12) of the 

inspected schools recording in excess of 40:1. Nkowane High School was worst affected with 

the ratio of 75:1. The high learner to teacher ratio implies that leaners with learning difficulties 

were deprived of personalised attention by their teachers. 

 

(b) Physical infrastructure 
 

Condition of schools: In Limpopo and KwaZulu-Natal, the visited District Offices were 

concerned about the condition of the majority of schools as being old and in some instances 

dilapidated. In the Northern Cape, officials decried the high vacancy rate in the Infrastructure 

Development Unit of the Department as contributing to the lack of attention to maintenance of 

identified schools. The Eastern Cape was worst affected as approximately 42 schools in the 

Engcobo District Municipality were still mud structures, despite government’s commitment to 

eradicate these. Furthermore, the condition of the majority of the schools was generally derelict. 

 

In the Free State, District Office officials indicated that schools report infrastructure challenges 

to the Department of Public Works (DPW) and not the Infrastructure Unit of the Department of 

Education (DoE). Furthermore, they were concerned about the lack of communication by the 

relevant unit despite repeated requests to deal with blockages of toilets and leaking sewerage. 

When the PSC requested contact persons of the DoE’s Infrastructure Unit, they provided details 

of an official in the DPW. However, when the PSC referred the matter to the DPW, the latter 

indicated that the schools had not formally lodged the request. Similar concerns of lack of 

cooperation by the DPW were highlighted by principals and District Office officials in KwaZulu-

Natal. The foregoing highlights the need for improvement in processes to ensure quality service 

delivery. 

                                                           
13  http://www.politicsweb.co.za/archive/pupil-teacher-ratio-3041-angie-motshekga. Visited on 17 March 2016 

http://www.politicsweb.co.za/archive/pupil-teacher-ratio-3041-angie-motshekga
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Availability of classrooms and staff rooms: There is a shortage of classrooms in the majority 

of provinces. It was found in Limpopo that there was a dire shortage of classrooms and staff 

rooms at the majority of schools. In some instances, a lack of space has led to classrooms 

being used as offices by educators. In KwaZulu-Natal, some of the classrooms are dilapidated 

and required refurbishing. Interviewed Circuit officials in the province indicated that while the 

budget formats for LTSM included other key items such as infrastructure and furniture, these 

could not be addressed to the highly insufficient allocations. 

 

Furniture: According to officials at the visited District Offices, the availability of appropriate 

furniture at most of the schools for both learners and educators was a challenge. In the Eastern 

Cape, schools in the Mount Frere District experienced a shortage of furniture due to the 

additional enrolment of new leaners at the beginning of the new academic year. This was, 

however, not the case in schools at Engcobo District (Eastern Cape), as the majority of schools 

were provided with learner desks in 2016. However, furniture for educators in the majority of 

schools in the Engcobo District was found to be inadequate. 

 

4.1.4 Availability of LTSM at the schools 
 

The inspection sought to establish whether the ordered LTSM, in particular textbooks, were 

delivered to the inspected schools by the beginning of the 2016 academic year and whether 

these were sufficient. The table below reflects the rate of textbook delivery at the selected 

schools in the nine provinces at the time of the inspection. 

 

Table 2: Number of schools and rate of availability of textbooks per province 

Province No. of schools that received 

textbook orders in time for the 2016 

school year 

% No. of schools that found 

their textbooks to be 

sufficient 

% 

Eastern Cape  0  0%  0  0% 

Free State  10 100%  4  40% 

Gauteng  3  50%  3  50% 

KwaZulu-Natal  12 100%  6  50% 

Limpopo  12  92%  6  46% 

Mpumalanga  10 100%  4  40% 

North West  10 100%  9  90% 

Northern Cape  10  56%  7  39% 

Western Cape  10 100%  6  60% 

TOTAL  77  78%  45  46% 

 

Generally, the majority (77 out of 99) of the sampled schools in the provinces received their 

requisitions for textbooks in time for the commencement of the new school year. For example, 

Free State, KwaZulu-Natal, Mpumalanga, North West and the Western Cape recorded the 

highest delivery to all schools (100%). They were immediately followed by Limpopo (92%), 

whereas Gauteng and Northern Cape experienced a low delivery rate with only 50% and 56% of 
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schools respectively stating that they received their orders timeously. None of the schools in the 

Eastern Cape received their textbook orders on time. The findings also indicate that on average, 

78% of schools across the provinces had received their textbooks requisitions in time. 

 

However, it was also revealed that on average only 45 (46%) of the inspected schools found 

their textbooks to be sufficient. Reasons for insufficiency varied. By and large, the shortage was 

attributed to the fact that the schools had experienced an increase in the admission of learners 

in the beginning of the 2016 academic year, which exceeded their initial projections during the 

ordering of LTSM period. Other reasons included the late or insufficient budget allocation in the 

case of section 21(1(c) schools (Free State and Gauteng), and incomplete or non-delivery of 

orders either by the departments or service providers (Eastern Cape, Free State, KwaZulu-

Natal, Mpumalanga, North West, Northern Cape and Western Cape). 

 

There were also concerns regarding service providers who either delivered material in 

piecemeal or wanted to make deliveries at awkward times without proper prior arrangements. 

Some of the schools in the Eastern Cape and Limpopo experienced the challenge of 

downloading the electronic catalogues provided in CD format or that the required catalogues 

were not uploaded on the CDs. Several schools in Limpopo also experienced similar glitches, 

although the District Offices had indicated that training was provided to address the problem. 

 

It should, however, be mentioned that the PSC has subsequently in a letter dated 4 February 

2016 requested the DBE to furnish it with status of delivery of textbooks in schools. In response, 

the DBE has in a letter dated 19 May 2016 indicated that “all textbooks that were ordered in 

2015 for the 2016 academic year were delivered to schools which equates 100% delivery 

of ordered material”. This feedback is reflected in Annexure A. While this feedback shows 

commendable progress in the delivery of textbooks, the findings of the PSC identified systemic 

challenges that warrant attention. 

 

4.1.5 Adherence to Batho Pele requirements 
 

The inspection also sought to determine the level of compliance by the visited schools with 

regard to Batho Pele requirements. Out of the 99 sampled schools, 93 were inspected on the 

extent to which they adhere to Batho Pele principles. The criteria used entailed observing 

facilities, access to information, observing staff and general observations. The findings in this 

regard across all provinces are presented below.  

 

Observing facilities: The Batho Pele principle of access requires public institutions to ensure 

that all citizens should have equal access to the services to which they are entitled to. It is 

therefore important that aspects such as location, state of facilities and clear directions to 

specific service points are addressed in order to enhance access to public services. The 

inspection team found that in 78 (84%) of the 93 inspected schools there was outside signage to 

indicate where the schools were located and thus enhancing access. However, inside signage 

was relatively poor as only 51 (55%) of the schools had clear inside signage whilst 37 (40%) of 
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the schools had their reception areas clearly identified. The display of business hours was found 

in a measly 7 (8%) of the inspected schools which suggested that the schools did not see the 

importance of this critical information on the appropriate times for accessing their services. 

 

The condition of the school buildings was generally poor as only 61 (66%) of the schools were 

found to be well-maintained. Availability of ramps required attention as only 33 (35%) of the 

inspected schools had provided these to enable easy access by people with disabilities. In two 

schools in the Free State, these were provided only at the Administration Block. 

 

Access to information: Citizens should be given full and accurate information about the public 

services they are entitled to. It was found in only 32 (34%) of the schools that information desks 

were provided of which a measly 12 (13%) of those schools had stocked up their desks with 

appropriate material. The necessary personnel were available at the desks in only 32 (34%) of 

the schools to provide guidance to people with enquiries. It should, however, be mentioned that 

schools have alternative means by which provide information to citizens, such as open days and 

diaries. 

 

Citizens should be told what level and quality of public services they will receive. This creates 

awareness of what to expect as required by the principle on service standards. Only 24 (26%) of 

the inspected schools had service standards. However, none of these service standards were in 

indigenous languages to accommodate previously marginalized communities. 

 

Citizens as consumers of public services are in the best position to provide valuable input on the 

quality of services they are entitled to. In instances where the promised standard is not 

delivered, it is expected of public institutions to offer an apology, a full explanation and speedy 

and effective remedy as well as providing a sympathetic and positive response. Suggestion or 

complaint boxes provide a platform to citizens to lodge their complaints or provide inputs to 

enhance the quality of services. The inspection found that these critical platforms were provided 

only in 10 (11%) of the inspected schools. 

 

Observing staff: Treating citizens with respect not only bestows dignity upon them as 

enshrined in the Constitution, but also empowers them to expect their concerns to be duly noted 

and acted upon. Generally, the staff in the inspected schools appeared friendly, professional 

and knowledgeable about their work. The observed demonstration of courtesy by the majority of 

the staff whilst interacting with citizens was indicative of their awareness of Batho Pele as 

government policy, and is commendable. 

 

Openness and transparency are key characteristics for holding public institutions accountable 

for their actions when things do not happen as desired. Wearing of name tags facilitates easier 

identification of officials, should the need arise and also creates a welcoming environment to 

citizens. In this regard, it was observed that only the staff in 4 (4%) of the inspected schools had 

their name tags on. 
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General observations: Measures for safety of the schools were provided in 66 (71%) of the 93 

inspected schools, whereas parking facilities were found to be available only in 70 (75%) 

schools. Even though all the inspected schools had adequate toilets/ablution facilities, only 68 

(73%) were in good working condition whilst others were pit toilets and those that were flushing 

were not functioning properly. It was heartening to observe that water s was available in the 

majority of the visited schools. 

 

4.2 Findings on Availability of LTSM and level of adherence to Batho Pele 

requirements per Province 

 

This section presents the findings of the inspection on the availability of LTSM and level of 

adherence to Batho Pele requirements at the visited schools per province. 

 

4.2.1 Eastern Cape Province 

 

Availability of LTSM: It was found that none of the 10 inspected schools had received their full 

requisitions of textbooks by the time schools reopened for the 2016 academic year. As a result, 

the distributed material was insufficient for all the learners such that others were forced to share 

textbooks. The challenges identified in this area were largely ascribed to the increase in the 

intake of learners by January 2016 that had exceeded the schools initial projections during the 

ordering period. Other concerns included inadequate delivery, downloading glitches in instances 

where the brochures were provided in CD format and unavailability of required textbooks on the 

provided CDs. For example, Cofimvaba Fishing School found that the Vernacular textbooks 

were not uploaded onto the CD it received, whilst Dordrecht High School was not provided with 

the electronic catalogue at all. The PSC raised similar findings during the previous inspection 

cycle14. This raised questions regarding the support provided by District Offices to ensure an 

efficient procurement process. In fact, Rode Senior Secondary indicated that the challenge with 

the CDs was as a result of lack of training to schools in this regard by the District Offices. It was 

also found that the electronic catalogues were not distributed to all the schools at the same 

time, which caused delays in the procurement of textbooks. 

 

Despite the majority of schools indicating that they have textbook retrieval policies, there were 

concerns that the effective implementation of these was hampered mainly by socio-economic 

factors affecting many families in the province. St. Georges Senior Secondary was worst 

affected in this area. Nevertheless, the majority of schools (8 out 10) did not experience any 

challenges with the delivery of stationery. Only St. Georges and Rode Senior Secondary 

schools received insufficient stationery. 

 

                                                           
14  Republic of South Africa. Public service Commission. Technical Brief:  Service Delivery Inspections Conducted at Selected 

Schools on the Availability of Learning and Teaching Support Material, 2015. 
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The abovementioned schools were also inspected on adherence to Batho Pele policy 

framework. Hereunder follows the findings on the level of adherence to Batho Pele 

requirements at the inspected schools in the province. 

 

Observing facilities: Public institutions should provide signage in order to enhance access to 

public services. It was found that the majority of the visited schools had complied with the Batho 

Pele principle by ensuring that adequate signage was provided. For example, in 9 of the 10 

schools there was clear outside signage to indicate the location of the schools. Only 

Sterkstroom Combined School did not have outside signage. Inside signage, directing citizens 

to various service points was provided in 7 schools, with Malcomess Senior Secondary, Mnceba 

Junior Secondary and Sterkstroom Combined schools failing to do so. However, business hours 

were found to be a serious challenge as none (0) of the schools had provided these. 

 

The condition of buildings at all the inspected schools was found to be good and the facilities 

were kept clean. Despite ramps for people with disabilities being a fundamental requirement to 

enhance access to the physically challenged individuals, only two schools (Cofimvaba and 

Malcomess) had provided these. 

 

Access to information: The provision of timely, accurate and comprehensive information to 

citizens empowers them to make informed decisions regarding career choices for their children 

as well as providing valuable inputs for improved quality learning at the schools. Information 

desks and personnel to handle any enquiries about the quality of services were made available 

in eight (8) of the inspected schools, whilst two (Malcomess and Sterkstroom) did not provide 

these. It was also found that Cofimvaba was the only one that ensured that its desk had the 

appropriate material. 

 

Furthermore, service standards empower citizens to interrogate the level and quality of services 

provided. In this regard, citizens should be told what level and quality of service they will receive 

so that they know what they should expect. It was found that seven (7) schools had clearly 

displayed their service charters/standards, even though these were provided mainly in English. 

Since isiXhosa is one of the key local languages, efforts need to be made to ensure that it was 

accommodated to enhance access. Dordrecht, Mnceba and Rode were unable to provide their 

service charters or standards. 

 

The inspection also observed that there is a need for improvement regarding on-site 

infrastructure for handling citizens’ complaints, queries and suggestions, as none (0) of the 

inspected schools had provided complaint and/or suggestion boxes. The absence of these 

mechanisms at all the visited schools deprived citizens of their constitutional right to contribute 

to the quality of learning for their children and was not in keeping with Batho Pele principles of 

Access to information and Redress. 

 

Observing staff: To promote accountability, openness and transparency, staff should always 

be identifiable to citizens and conduct themselves in a friendly and professional manner. 
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Wearing of name tags enables citizens to follow up matters with ease, and also empowers them 

to hold officials accountable for their actions. None (0) of the staff members at the inspected 

schools had their name tags on, which raised questions whether the schools took accountability 

seriously. It was, however, encouraging to observe at the visited sites that staff appeared 

friendly and were polite when interacting with citizens. 

 

General observations: Human dignity is a constitutional right. For this reason, all public 

facilities should reflect this cardinal principle. It was found that all (10) visited schools had clean 

toilet facilities, and water was also accessible to citizens and learners. Although sufficient 

parking facilities were provided, measures for safety of service points in all the facilities required 

attention. 

 

4.2.2 Free State Province 
 

Availability of LTSM: A total of ten (10) schools in the province, which consisted of mainly 

section 21 schools, were inspected for availability of LTSM. The majority (9 out of the 10) of the 

visited schools indicated that the ordered LTSM was delivered by the time the schools 

reopened. Of these, four (4) schools (i.e. Bochabela Primary, Unicom Combined, Bultfontein 

Secondary and Inoseng Primary) were satisfied with the consignment received, whilst Bodibeng 

Secondary made alternative arrangements with the service provider for the outstanding 

material. The rest of the schools raised concern that the material was not sufficient. The 

challenges mentioned varied. Four schools (i.e. Ikaelelo Secondary, Lereko Secondary, 

Sehunelo Secondary and Marang Primary) attributed the shortage of material to the late budget 

allocation by the provincial Department of Education. Kopanong Secondary ascribed the 

shortage to the fact that it was the only secondary school in the area as well as admitting 

additional learners in the beginning of the 2016 school year. 

 

None (0%) of the visited schools had developed formal retrieval systems to encourage learners 

to return the allocated textbooks and also ensure proper handling thereof to ensure their 

sustained quality. However, five (5) schools (i.e. Ikaelelo Secondary, Kopanong Secondary, 

Lereko Secondary, Sehunelo Secondary and Marang Primary) were mostly affected by the lack 

of retrieval systems to ensure the return of textbooks. 

 

In the case of Ikaelelo Secondary school, the Department failed to deliver Afrikaans textbooks 

for all grades while at Marang Primary school the Department had not delivered textbooks and 

teacher aids for learners in grade 4 to 7. The PSC made similar findings of late budget 

allocations by the Department to most section 21 schools and the incomplete delivery of 

material to certain schools in the province in its previous study15. 

 

                                                           
15  Republic of South Africa. Public Service Commission. Technical Brief: Service Delivery Inspections Conducted at Selected 

Schools on the Availability of Learning and Teaching Support Material, August 2015 
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The selected schools were also inspected for compliance with Batho Pele requirements. Batho 

Pele is the bedrock for effective and efficient public service delivery and should permeate all 

public processes and activities. Below follows the findings of the inspections regarding the level 

of compliance to Batho Pele requirements by inspected schools in the Free State Province: 

 

Observing facilities: It was found that outside signage was available at nine (9) of the 

inspected schools. Unicom Primary School did not have this important measure of enhancing 

access to citizens, whilst Marang Primary School and Lereko Secondary Schools failed to 

provide inside signage. Displaying of business hours was also found to be a challenge as only 

Inoseng Primary School had displayed these. Similarly, schools performed poorly in providing 

ramps to enable easy access for people with disabilities to their premises. Even at Kopanong 

Secondary School and Inoseng Primary Schools where these were found, they were only 

provided at the schools’ Administration Blocks. 

 

The condition of the buildings at five (5) of the inspected schools requires attention. For 

instance, the buildings of Ikaelelo Secondary, Lereko Secondary, Sehunelo Secondary and 

Marang Primary seemed old and not well-maintained. At Inoseng Primary School, which 

consisted of two sites, i.e. the old building and the recently extended and refurbished site, the 

doors and ceilings in the classrooms at the main site were damaged, and paint was peeling off 

the walls. 

 

Access to information: Batho Pele requires public institutions to provide citizens with timely, 

comprehensive and accurate information in order to enable them to make informed decisions 

relating to services being provided. It was found that five (5) of the inspected schools displayed 

the school’s vision and mission. The vision and mission at Inoseng Primary School and 

Builtfontein Combined School were in local languages which enhanced access and decision 

making. Service standards are a measure in terms of which citizens know the level and quality 

of service to expect. There were no service charters displayed at all inspected schools. 

 

Although reception areas were provided in all inspected schools, they did not have the 

appropriate forms and materials, and staff members were not provided to guide citizens to the 

various service points. Furthermore, none of the schools had complaint/suggestion boxes or 

relevant procedures. 

 

Observing staff: Openness and transparency are fundamental in assuring citizens that they 

are a key stakeholder in ensuring improved service delivery. It is for this reason that public 

servants should at all times be identifiable in order to empower citizens in following up on cases 

and also to hold them accountable if the level of service provided is not as expected. It was 

found that Inoseng Primary School was the only school where all educators had their name 

tags. However, frontline staff at the school did not have their name tags on. Notwithstanding the 

foregoing, all the staff members in all ten (10) schools appeared friendly and also conducted 

themselves in a polite and professional manner while interacting with learners and citizens. 
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General observations: Although water taps were available in most of the schools, there were 

concerns of water supply in the area of Petrusburg in the Xhariep District, which resulted in 

water cuts everyday between 18:00 and 06:00. Inoseng Primary School was worst affected. 

However, water tanks have been provided at both sites of the school. 

 

The majority of the inspected schools have toilet facilities. However, most were found to be dirty 

and not hygienic at all, especially in most of the Secondary schools. Only Bodibeng Secondary 

School has clean toilet facilities. At Inoseng Primary School most of the toilets did not flush as 

the flushing system was dysfunctional and those that are working still could not flush due to 

water cuts. 

 

Minimum measures of security were provided at the visited schools, with fencing installed 

around their premises and the gates closed during school hours. However, this was not the 

case at Marang Primary School, whilst at Bochabela Primary School the learners are 

responsible for opening and closing of the gate which might compromise the safety of learners 

at school. Security check points were only available at Ikaelelo, Lereko and Sehunelo and 

Inoseng schools. However, only the security officer at Lereko Secondary School was wearing a 

uniform. Unicom Primary Schools has a close circuit television (CCTV) system that was found to 

be functional. 

 

It should, however, be mentioned that despite these measures being put in place, Ikaelelo 

Secondary School in December 2015 had its LTSM stolen before it could be distributed to the 

learners. Marang Primary School also experienced several incidents of break-ins and its 

computers were stolen. The foregoing suggests that there is a need for improvement in the area 

of security at the schools. 

 

Parking facilities were provided in the majority (7) of the visited schools with the exception of 

Ikaelelo Secondary, Bochabela Primary and Unicom Primary. 

 

4.2.3 Gauteng Province 
 

Availability of LTSM: A total of six (6) schools were visited during the inspections namely, 

uMnyezane Primary, Khutshong South Primary, Ekurhuleni Primary, Volks Hoërskool, Irene 

Middle Farm School and Zodwa Special School. The inspection found that three (3) of the 

visited schools (i.e. uMnyezane Primary, Ekurhuleni Primary and Volks Hoërskool) received the 

ordered material on time, which was also sufficient for all learners. However, Khutshong South 

Primary and Irene Middle Farm schools experienced a shortage of textbooks for Grade 7 

learners due to insufficient budget allocation. Of particular concern was that Zodwa Special 

School, which caters for learners with mental disabilities, was provided learning material that 

was not suited to the learners’ special needs. Furthermore, the allocated funds were inadequate 

to procure additional specialised teaching aids and equipment that will enhance the learners’ 

access to quality learning and education, and thus depriving them of this basic right. No specific 

challenges were found with regard to stationery. 
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It was also found that although 3 out of 6 (60%) schools had retrieval systems in place, none 

(0%) had achieved a 100% success rate in the retrieval of textbooks. Reasons provided varied 

from inability by parents to replace or pay for lost textbooks, learners relocating to other schools 

without handing textbooks received and lack of support from the District Office. 

 

Furthermore, the inspection revealed that Volks Hoërskool had the required laboratory 

chemicals in order to enable quality learning in the area of Chemistry. This was, however, not 

the case with Irene Middle Farm whose laboratory chemicals had apparently expired. 

Ekurhuleni Primary, Khutshong South Primary and uMnyezane Primary did not have laboratory 

facilities at all. 

 

The visited schools were, however, not inspected regarding the level of compliance with Batho 

Pele requirements due to time constraints. 

 

4.2.4 KwaZulu-Natal Province 
 

Availability of LTSM: A sample of 12 schools was selected for inspection on the availability of 

LTSM in the province. All the inspected schools confirmed that the ordered LTSM was delivered 

to the schools, although only six (6) were satisfied that the material was sufficient. The schools 

that experienced shortages provided varied reasons. Fabeni Primary was provided with 

insufficient workbooks across all grades, whilst Nkowane High did not receive its top up material 

for English and Life Science for Grade 12. Fisokuhle Primary and KwaNdunge Secondary 

attributed the shortage largely to insufficient budget allocations. Fundokuhle Secondary and 

Oningeni Primary were concerned about the quality of service from assigned service providers. 

For example, Oningeni Primary received damaged packages such that some of the exercises 

were missing and stationery was insufficient for all educators. 

 

It should also be mentioned that 12 schools were selected for inspection for adherence to Batho 

Pele principles. Below follows the findings with regard to the extent to which the visited schools 

complied with the principles. 

 

Observing facilities: The inspections found that the condition of the schools was found to be 

fair in 9 of the schools, however, the condition of three 3 schools in Msinga were dilapidated and 

needed urgent attention. All (12) inspected schools had no proper outside signage, whilst inside 

signage was also found to be a challenge in majority of schools. Displaying business hours was 

a serious challenge as this was not found at the visited schools. Ramps were also provided only 

in two (2) schools. 

 

Staff should be provided to guide citizens to where specific service points are. Although 

reception areas were not provided in 12 of the schools, it was heartening to observe that staff 

members were made available to assist citizens in this regard.  
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Access to information: Providing citizens with information empowers them to make informed 

choices on the services provided. Information desks were not available in all of the visited 

schools, with no appropriate material available and no staff to guide citizens was provided all 

the schools. 

 

Availability of service standards as a measure of the level and quality of services citizens expect 

to receive was a serious challenge as they were found in only 8 of the visited schools. 

Furthermore, only two (2) of the schools had visibly displayed them and 7 had ensured that they 

were provided in isiZulu, which is a local language. 

 

Involvement of citizens in decision processes enables improvement of services. It is therefore 

imperative that their inputs are given prompt attention, including any complaints lodged. 

Complaint procedures were made available in 5 of the schools. However, during the interaction 

with school principal it emerged that complaint matters were handled through the SGB and 

parents meeting. 

 

Observing staff: Staff should wear name tags at all times as this enables citizens to know with 

whom to enquire on services and they should treat citizens with respect. The conduct of staff at 

all the schools (12) was found to be friendly and also displayed the required level of 

professionalism. However, wearing of name tags was a serious challenge as only one (1) 

school (Oningeni Primary School in Nongoma) ensured that its staff members wore name 

badges. Wearing of name badges is something that schools are neglecting, yet it is important. It 

should be noted that neglecting this impacted on openness, transparency and accountability as 

citizens may not be in the position to follow up on matters affecting their children at the schools.  

 

General observations: Although toilet facilities were available in all the schools, in the majority 

of cases the schools used pit toilets that were full and needed to be drained. Such conditions 

were not in line with the basic tenet of dignity espoused in the Constitution. Macingwane High, 

Nkowane High, Tshekhulu Primary and Siyaphakama High had adequate toilet facilities. Three 

(3) schools indicated that they have surplus of water from boreholes, however, the majority (9) 

had serious challenges and rely on water tanks and assistance from the community to get 

water. All (10) of the visited schools had sufficient space for parking and 9 had proper fencing 

as a deterrent to criminal activities. 

 

4.2.5 Limpopo Province 
 

Availability of LTSM: The availability of LTSM at selected schools forms a solid foundation 

towards effective learning. A total of thirteen (13) schools in the province were inspected in this 

area. The findings have shown that 12 (92%) schools (i.e. Lwamondo Secondary, Tshisaulu 

Primary, Ha-Mutsha Primary, Luthuli Park Primary, Mohlakaneng Secondary, Sehojane 

Primary, Nakonkwethlou Secondary, Ithuteng Lower Primary, Raphela Higher Primary, Gojela 

High and George Masebe Secondary) had received the ordered LTSM by the end of 2015. 

However, six (6) schools found the material to be insufficient. Reasons for shortage varied. In 
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most cases it was largely due to incomplete delivery by the Department. Lwamondo, Tshisaulu 

and George Masebe attributed the shortage to the additional intake of new learners at the 

beginning of the 2016 academic year, which exceeded their initial order in 2015. 

 

Although Tshamiseka Primary insisted that it placed its order on time, it was unable to provide 

evidence in this regard. However, the fact that its material had not been delivered by 25 January 

2016 raised questions as to whether it placed its order on time. Similarly, SDW Nxumalo 

Secondary failed to place its order on time, which delayed delivery for Grades 8, 10, and 12. 

The PSC was also concerned to learn that the school had not received its 2014 order. 

 

The majority of schools did not have formal retrieval systems for textbooks, and relied on the 

cooperation of parents even though not all parents showed seriousness in this regard. Only four 

schools (i.e. Tshisaulu, Mohlakaneng, SDW Nxumalo and George Masebe) managed to retrieve 

all books from learners from the previous school year. Mohlakaneng Secondary did not have 

any challenges with its LTSM, including the fact that all learners had been provided with the 

required material on time. 

 

During the visit to the selected schools, the inspection team also observed the facilities’ 

adherence to Batho Pele requirements. Hereunder follows the visited schools’ level of 

compliance with Batho Pele principles. 

 

Observing facilities: The inspections found that eight (8) of the visited schools and had outside 

signage. Ha-Mutsha, SDW Nxumalo, Sehojane, Nakonkwetlou and Gearge Masebe Langa did 

not have this important signpost. Availability of inside signage was found to be poor as only 

Sehojane Primary Schools provided clear guidance to its specific service points. Similarly, 

availability of reception areas was a challenge as only Lwamondo, Ha-Mutsha and Sehojane 

were found to have these. 

 

Ramps for people with disabilities were also found only at two schools (i.e. SDW Nxumalo 

Secondary and Ithuteng Lower Primary). 

 

Despite business hours being important to alert citizens about which times the schools services 

were accessible, only one school (i.e. Tshisaulu Primary School) displayed the information. Staff 

to guide citizens to where specific service points are, was also provided at only four (4) of the 

schools. Furthermore, the condition of the schools was generally poor as only Tshisaulu and 

Ha-Mutsha schools’ premises were found to be well-maintained. However, care was taken to 

keep the schools clean. 

 

Access to information: Service standards are a measure of the level and quality of services 

citizens expect to receive. Only three (3) schools displayed their service standards. Availability 

of redress mechanisms at the inspected schools empower citizens to contribute to the quality of 

learning of their children. Complaint or suggestion boxes were provided only at Mohlakaneng 

Secondary School, whilst the relevant procedures were not provided at all the schools. The 
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observed poor performance by the majority of the schools in this area was not in keeping with 

Batho Pele. 

 

Observing staff: Wearing of name tags promotes openness, transparency and accountability. It 

was found that none of the staff members at the visited schools had their name tags on. 

Treating citizens with respect not only bestows dignity to them as enshrined in the Constitution, 

but also empowers them to expect their concerns to be duly noted and acted upon. The 

inspection team was concerned about late coming by principals in some of the schools. 

 

Fairness and impartiality are key constitutional principles that must be internalized by all public 

servants. It was worrying to observe that the Code of Conduct for the Public Service is not being 

adhered to at schools, as staff members were seen wearing clothing with political party insignia 

at schools. Such conduct should be dealt with as a matter of urgency as it creates the 

impression that those with political affiliation not similar to theirs may not receive the required 

quality of service. 

 

Notwithstanding the above concerns, the staff appeared friendly, professional and 

knowledgeable about their work. The observed demonstration of courtesy by the majority of the 

staff whilst interacting with citizens was indicative of their awareness of Batho Pele as 

government policy, and is commendable. 

 

General observations: The majority of schools had toilet facilities and provided water to 

learners and citizens. However, Sehojane and Nakonkwetlou did not have adequate toilet 

facilities. Neither did these schools have water for learners and citizens. Ramps for people with 

disabilities were available in 2 of the schools, which raised questions whether the Department 

took this matter seriously. 

 

Parking facilities were provided in six (6) of the schools, whilst security measures were found 

only in four (4) of the schools. 

 

4.2.6 Mpumalanga Province 
 

Availability of LTSM: A total of ten (10) schools in the province were inspected for the 

availability of LTSM. It was found that all the sampled schools placed their orders around 

June/July 2015 for the 2016 academic year, and that deliveries generally took place before the 

closure of schools in 2015. However, only four schools (i.e. Madondo High, Magwagwaza High, 

Bushbuckridge Secondary and Nkhothasi Primary) received their orders in full at the start of the 

2016 school year. The majority of schools either received incomplete or incorrect material. The 

inspection revealed that Eric Nxumalo High did not receive English workbooks, and apparently 

the school experienced a similar problem in 2015. 

 

It was also found that the departmental policy on the progression of learners from one grade to 

the next had unintended consequences. Concerns at Secondary and High schools were that 
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most progressed learners to Grade 12 seemed to perform poorly in Mathematics and Language 

areas due to lack of basic numeracy and literacy skills similar to those of the learners repeating 

the grade. 

 

Batho Pele is one of the key policy frameworks in government and was developed to inculcate 

the culture of a public service that is receptive towards its clientele. The selected schools were, 

therefore, also inspected for the extent to which they have infused Batho Pele principles in their 

practices. Below are the findings of the inspections with regards to the level of compliance by 

the schools in this area. 

 

Observing facilities:  The majority of the visited schools had proper signage. However, this 

area was found to be inadequate at Kufakwezwe Secondary School. Generally, the condition of 

the premises was good in most of the schools and the facilities were kept clean. The building of 

Madondo High appeared old. Ramps were also made available in the majority of schools. 

However, both Masilela and Bushbuckridge Secondary schools did not have these in place. It 

was also found the outbuilding at Moduping Combined School, made of prefabricated structure, 

did not have ramps. A significant number (9) of the inspected schools had clearly identified 

reception areas. Only Moduping Combined School did not have this important service point. 

 

Business hours were not displayed in the majority of schools. Only Nkhothasi Primary School 

had their business hours displayed.  

 

Access to information: Information is the foundation of knowledge and without it citizens 

would be less empowered to make informed choices about the type of schools and programmes 

for their children as well as which critical career paths to follow. Information desks, appropriate 

material and personnel to assist citizens at the desks were not provided in all of the visited 

schools. 

 

Service standards also provide a measure of the quality of services that they expect from 

schools. However, none of the inspected schools had service standards. Similarly, none of the 

schools had complaint/suggestion boxes as well as the relevant procedures to enable citizens to 

contribute to the quality of services at the schools. It is the view of the PSC that the schools did 

not comply with the Batho Pele in the area. 

 

Observing staff: Wearing of name tags was a challenge as only the staff members at Eric 

Nxumalo and Kufakwezwe schools had these. However, the staff at all of the visited schools 

(10) appeared friendly and conducted themselves in a professional manner while interacting 

with students and citizens. 

 

General observations: All the visited schools had toilet facilities although at Madondo High, 

Kufakwezwe Secondary and Nkhothasi Primary, these were pit toilets. Nonetheless, water was 

provided at all the schools. Sufficient measures for safety of facilities were provided at all the 
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schools whilst parking facilities were found to be a challenge as only Narishe Primary, Eric 

Nxumalo High and Bushbuckridge had provided these. 

 

4.2.7 North West Province 
 

Availability of LTSM: The inspection team visited ten (10) schools in the province for 

inspection on availability of LTSM. It was revealed that there was uncertainty as to when orders 

should be placed in the province. For example, Promosa Secondary School placed its order in 

October 2015, whilst Regorogile Combined School ordered its material around September 

2015. Schools such as Danville High, SC Kgobokoe High and Setumo High placed their orders 

around August 2015. Tlhabane Technical and Commercial High School appeared uncertain as 

to when they placed their orders. For instance, they indicated that they placed their orders 

around March 2015, but on probing it emerged that they only confirmed their leaner numbers in 

the same month in order to facilitate the ordering process in November 2015. 

 

Notwithstanding the foregoing, all the schools indicated that they received their orders by the 

time the new academic year commenced in January 2016. According to the schools, the 

material was distributed to learners immediately when the schools re-opened on 13 January 

2016. However, Danville Secondary experienced a shortage of top-up material for Grades 7 to 

12 that was not delivered due to budgetary constraints. Reasons for top-up orders in the 

majority of the visited schools were largely as a result of increased leaner enrolment at the 

beginning of the new school year. Observed weaknesses in most schools’ retrieval systems led 

to many learners either not returning the allocated textbooks or these being returned in a poor 

state. Only SC Kgobokoe High had an effective system that compelled parents to replace any 

lost textbook. 

 

The selected schools were also inspected for compliance with Batho Pele requirements. 

Hereunder follows the findings of the inspection team in respect of the extent to which the 

schools considered transformation as bedrock for quality learning. 

 

Observing facilities: The condition of the buildings at the majority (9) of schools was good. 

However, Setumo High’s premises needed attention. Outside signage was also found to be 

good in the majority (9) of schools, whilst inside signage was poor at Regorogile Combined, 

Setumo High and Tshanake Primary. None (0) of the visited schools had displayed their 

business hours. Ramps for people with disabilities to enable them easy access to the schools 

were provided only at Tshanake Primary School, and Kgosi Thebe and Regorogile Combined 

schools. There were also no air conditioning/heating systems at the majority of schools, except 

at President Mangope Technical and Commercial School where the system was installed only in 

the principal’s office. 

 

Access to information: Providing citizens with accurate and comprehensive information in a 

timely manner enables them to make informed decisions regarding the quality of services 

provided. It for this reason that service standards should be provided as a measure of the 
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quality of services citizens should expect at the schools. It was, however, found that service 

standards were provided at Danville High and Tshanake Primary schools. Unavailability of these 

in the majority of schools implies that citizens might not be able to query the quality of services 

provided by the Department. 

 

Furthermore, there were no complaints registers or suggestion boxes in all the inspected 

schools. Lack of these critical platforms at the schools implies that citizens who had concerns 

were unable to raise them, which deprives citizens of their constitutional right to contribute to the 

quality of services and is also not in keeping with Batho Pele. 

 

Observing staff: Wearing of name tags enables citizens to follow up on matters with ease and 

also fosters accountability among public servants. In all the inspected sites, staff members 

appeared polite and professional. However, wearing of name badges was a serious challenge 

as none (0) of the staff members had name badges. 

 

General observations: Safety at schools forms a critical aspect of an environment conducive 

for quality learning. It was observed that the majority of schools had adequate fencing. 

However, at SC Kgobokoe High School and Regorogile Combined School security measures 

were non-existent. This was worrying especially taking into account the observed incidences of 

vandalism at SC Kgobokoe High School with broken windows and Setumo High, which had a 

damaged ceiling. Parking facilities were available at the majority of schools, whilst SC 

Kgobokoe High School did not have these. 

 

The right to human dignity is enshrined in the Constitution and is also an inherent requirement in 

the provisioning of basic services as espoused in Batho Pele of Access. The inspection found 

the condition of toilet facilities at SC Kgobokoe High and Regorogile Combined schools to be 

inhumane and requiring urgent attention. Water was made available in all the schools.  

 

4.2.8 Northern Cape Province 
 

Availability of LTSM: The PSC sampled eighteen (18) schools for inspection for availability of 

LTSM. It was found that ten (10) schools had received their orders by the end of the 2015 

academic year. However, the majority of schools (11) experienced shortages in the following 

subjects: 

 

 Grade 4-7, 10-12 (Mathematics) 

 Grade 6 (Social Sciences) 

 Grade 5 (Life Sciences) 

 Grade 10 (Geography) 

 Grade 10 (Accounting) 

 Grade 10 (History) 

 Grade 4-7, 12 (Language literacy IsiXhosa) 
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 Grade10- 12 (Afrikaans literacy) 

 

Reasons for the shortages were varied. The major challenge was the unexpected increase in 

the intake of learners at the beginning of the new school year. The late implementation of the 

grade progression policy in 2015 also contributed to an unexpected increase in learner numbers 

in Grades 11 and 12. It was also observed that inefficiencies in most schools’ textbook retrieval 

systems resulted in poor returns such that all the visited schools needed to top up their material. 

The schools attributed the poor retrieval rate to the lack of cooperation from most parents. 

Although the provincial department embarked on a campaign in 2015 to highlight the challenges 

of retrieval, the problem still persists. At the time of inspection most of the schools were still 

awaiting delivery of the top up material. Only Re Fentse Primary, Mosalakae Primary and 

Oranje-Diamant Primary did not experience any challenges. 

 

The inspection in the selected schools also focused on their adherence to Batho Pele 

requirements. Below are the findings of the inspection in this regard. 

 

Observing facilities: The Batho Pele Principle of Access requires public institutions to ensure 

that all citizens have equal access to the services they are entitled to. It is important that 

aspects such as location, state of facilities and clear directions to specific service delivery points 

are addressed in order to enhance access to public services. In all eighteen (18) of the visited 

schools there was outside signage reflecting the name of the school and location, among 

others. However, inside signage was found to be poor as only half (9) of the schools clearly 

identified their reception areas and the principals’ offices. The display of business hours was 

found to be extremely poor as only two (2) of the schools (Postmasburg High and Beacon 

Primary) clearly reflected these. 

 

The condition of eight (8) school buildings was found to be good and appeared to be well 

maintained, whilst the others had a fair condition that required attention to prevent further decay. 

The facilities at two (2) of the schools (Orion Secondary and Rietvale High) were clearly 

dilapidated and not maintained at all. The most alarming finding was the fact that some of the 

schools were constructed from asbestos, which posed worrying health risks. Ramps to enable 

easy access to the facilities for people with disabilities were also not provided in the majority of 

schools. 

 

Access to information: Citizens should be provided with full and accurate information about 

the public services they are entitled to. Service standards were unavailable in all (18) the visited 

schools. Complaints/suggestion boxes were provided only at Emthanjeni Public Primary School, 

whilst information desks, personnel to assist citizens and the required material were found only 

at Beacon Primary. The foregoing state of affairs is untenable as most citizens were deprived of 

an opportunity to make inputs on their children’s quality of learning as required by Batho Pele. 

 

Observing staff: Public servants should be easily identifiable by wearing name tags in order to 

enable citizens to follow up on matters with ease and also to hold them accountable for their 
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actions. None (0) of the staff members at the visited schools wore name tags. However, in all 

instances the staff appeared polite and well acquainted with processes and procedures. 

 

General observations: In general, ablution facilities were available at all the schools. However, 

at Monwabisi Secondary, Steynville High, Rietvale High and Masiza Senior Primary schools 

these facilities were poorly maintained and dirty, and therefore, required urgent attention. 

Availability of water and measures for safety of the facilities were also a serious challenge at 

Barkley West Primary and Mosalakae Public Primary schools. 

 

Furthermore, parking facilities were available at the majority of the schools. However, Barkley 

West, Sha-leje and Mosalakae Primary were found wanting in this area. 

 

4.2.9 Western Cape Province 
 

Availability of LTSM: A total of ten (10) schools were selected in the province for inspection on 

availability of LTSM in facilitating quality learning. It was found in all the schools visited that 

orders placed during June to October 2015 had been delivered and that the material covered all 

of the subjects offered by the schools. However, all the inspected schools needed to top up 

soon after confirming their learner numbers due to late registrations. At the time of the 

inspection three schools (Garlandale High, Thembani Primary and Spine Road High) had not 

received their top up material, while Ukhanyo Primary School indicated that it was still receiving 

some of its material. Kuils River Primary, which has a section 21 function and thus purchased its 

own material, was dissatisfied about the quality of binding the textbooks. 

 

The majority of the schools (9 out of 10) had effective textbook retrieval systems with 85-90% of 

the books being returned in good condition. Only Ocean View Secondary experienced a poor 

retrieval rate. The school may need to consider the best practice observed at Swartland High, 

which attributed its success rate to the cash bonus incentive it introduced, in order to encourage 

learners to return their allocated textbooks. 

 

The inspection also assessed the selected schools’ adherence to Batho Pele requirements and 

the findings of thereof are reflected below. 

 

Observing facilities: Public facilities receive funding from public revenue sourced from the 

citizenry through taxation. For this reason, citizens have the constitutional right to demand 

access to these services. Accordingly, Batho Pele encourages public institutions to provide 

proper signage in order to enhance access to these services. Generally, signage was good in 

the majority of the schools, with Ocean View Secondary performing poorly in this area. 

 

Reception areas as the primary face for a hospitable environment in public service delivery 

points were provided in six (6) of the schools. Ocean View, Garlandale High and Spine Road 

Secondary schools and Ebenezer Primary School did not have reception areas. It was 

heartening to observe that staff members to guide people upon arrival were provided in all the 
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visited schools. Business hours were found to be a serious challenge as only two (2) of the 

visited schools (i.e. Kuils River Primary and Thembani Primary) had displayed these. 

 

The majority of the schools’ premises (9 out 10) were in good condition and kept clean. 

However, the building of Ukhanyo Primary School required painting. Ramps for people with 

physical challenges were provided only in seven of the visited schools. Ukhanyo Primary, 

Garlandale Secondary and Ebenezer Primary failed to provide these. 

 

Access to information: Citizens are entitled to comprehensive and accurate information in 

order to empower them in making informed decisions regarding the quality of services. Only 

Ukhanyo Primary, Garlandale High, Spine Road and Monument Park High had displayed their 

service standards and these were provided in local languages to enhance access as advocated 

in Batho Pele. All (10) of the inspected schools had information desks and personnel were 

provided to assist citizens. However, the desks of Ocean View Secondary, Garlandale High and 

Thembani Primary did not have the required material. 

 

Citizens should be provided with platforms to make inputs on the quality of learning for their 

children as required by Batho Pele. Availability of complaint/suggestion boxes was found to be 

poor as these were only provided at Swartland High, Kuils River Primary and Monument Park 

High. The relevant procedures were also found at Kuils River Primary, Thembani Primary and 

Monument Park High. Monument Park High should be commended for complying with Batho 

Pele in both aspects. 

 

Observing staff: Wearing of name tags enables citizens to follow up on matters with ease and 

also promotes accountability amongst personnel. Although in all (10) of the inspected schools 

staff did not have name tags, it was, however, encouraging to observe that the staff in all (10) 

schools treated citizens in a friendly and polite manner. 

 

General observations: Sufficient water and sanitation facilities were provided in all (10) of the 

schools visited, while parking facilities were a challenge at Ukhanyo Primary School. 

Furthermore, measures for safety of facilities were available in all the schools, although 

Ebenezer High, which had an alarm system installed, should augment its measures with 

security checkpoint at the gate. 

 

5. RECOMMENDATIONS 

 

This section provides universal recommendations, which are intended to augment those 

previously proffered in a similar study in 201516. Specific recommendations relating to the visited 

schools are contained in the individual reports. Provincially Based Commissioners will engage 

                                                           
16  Republic of South Africa. Public Service Commission. Technical Brief: Service Delivery Inspections Conducted at Selected 

Schools on the Availability of Learning and Teaching Support Material, August 2015 
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the relevant Departments of Education on those reports, and to request feedback on the 

implementation of the recommendations concerned. 

 

It is recommended that- 

 

 the DBE should centralise the ordering of the LTSM, especially textbooks, in order to 

enhance universal coverage in schools. 

 

 the DBE should expedite the “single core textbook” across all grades so as to enhance 

complete coverage for all learners. 

 

 special attention should also be given to the development and provision of suitable 

learning material in the case of schools catering for learners with special needs. 

 

 provincial Departments of Education should include regular monitoring of the retrieval of 

textbooks in schools in the performance agreements of District Managers and school 

principals to ensure effective implementation of retrieval systems. 

 

 the accounting officers of the provincial Departments of Education in the Free State and 

KwaZulu-Natal should engage the Director-General of the DPW in soliciting its efficient 

support to address infrastructure challenges of schools. 

 

 departments should ensure that control systems are developed and implemented for 

monitoring all invoices received from service providers and that these are paid within 30 

days in line with the Treasury Regulation 8.2.3. 

 

6. CONCLUSION 

 

The above findings have shown that systemic challenges in the provisioning of LTSM remain a 

cause for concern, with the majority of schools still experiencing a shortage of textbooks, and 

thus depriving many learners of their constitutional right to quality basic education as per the 

decision of the SCA. Batho Pele is also not taken seriously in the majority of schools as they 

were found lacking in compliance despite the policy being in its 19th year of implementation. It 

was disheartening to observe, amongst others, that only a measly 33% of the inspected schools 

provided ramps to enable easy access to people with disabilities. These and other measures of 

enhancing access to public services form part of the people’s contract with Government in the 

form of the Constitution. It is trusted that the recommendations in this report will assist the DBE 

and provincial Departments of Education in improving service delivery. 
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ANNEXURE A 

 

 

FEEDBACK FROM THE PROVINCIAL DEPARTMENTS OF EDUCATION ON THE STATUS 

OF DELIVERY OF TEXTBOOKS IN ALL SCHOOLS AS AT 31 MAY 2016* 

 

NAME OF PROVINCE RATE OF DELIVERY TO SCHOOLS (%) 

Eastern Cape 100% 

Free State 100% 

Gauteng 100% 

KwaZulu-Natal 100% 

Limpopo 100% 

Mpumalanga 100% 

North West 100% 

Northern Cape 100% 

Western Cape 100% 
* The above status was provided by the DBE in a letter dated 19 May 2016. 


