The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Transport (DLTC)
Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

Type of office (level)

District
Municipality
Street Address
Clis coomeles Date of monitoring visit DD/MM/YYYY
Type visit Baseline O Improvements monitoring 1 O3 [4 (g P [
Details of Staff Member
First Name
Last Name Telephone
Gender Male [7] Female O | Contact Details E-mail
Designation (Level) Other
Race [] African [J Coloured ‘ [] Asian ‘ [ wnite Disability Yes [] No [

Name of monitor

GENERIC PUBLIC SERVICE QUALITY OF SERVICE PERFORMANCE AREAS

A. Performance Areas

Comments

1 Location & Accessibility

L 1|According to your knowledge, how long does it take the citizens <15min | 16-30 min | 31-45min | 46-1hr | >1hr
|from the surrounding areas to get to this facility? O U O
1 »|According to your knowledge, how far do citizens from the 1-5km | 6-10km | 11-16km | 17-20km | >20km
““|surrounding areas generally have to travel to get to the facility? O U (I
L 5| According to your knowledge, what mode of transport do most Walk | Private Public Other
| citizens take to get to this facility? [ | ] |
oA Is_ _there aramp W|th _ralls at the entrance of the bundm_g Fo assist Yes | No O
citizens with disabilities & the elderly to access the building?
When inside the facility, are there provisions to allow ease of O [
15 movement for the elderly & the disabled? Yes No
Location & Accessibility 1 |:| 2 D 3 D 4 D How would you rate accessibility and location of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




2. |Visibility & Signage
21 Exte_rnal signage: Is there visible signage on the roads or paths ves L] No [
leading to this facility?
59 External signage: _Is th(—_‘:re facility identification signage at the main Yes O No O
gate/entrance of this facility?
External signage: Is there a signboard that contains information on O ]
2.3 . Yes No
services?
24 Internal signage: Is there a signboard that contains information on ves [ No
costs?
Internal signage: Does the signage reflect the dominant ] ]
25 . Yes No
language(s) of the surrounding area?
26 Internal signage: Does the signage makg provision to Yes | No |
accommodate citizens that are illiterate? i.e. visuals/symbols
Internal signage: Does the signage inside direct citizens where to | O
2.7 . Yes No
go & for what service?
2.8|Do facility staff wear name tags at all times? Yes Ol No O
29 Are the cgntact details of the facility management clearly displayed Yes O No O
in the facility ?
T . How would you rate the visibility & signage of this facility
Visibility & Signage 1 I:l 2 I:l g I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3. [Queue Management & Waiting Times
Does this facility have a queue management system in place? If
1 . . Y N
3 yes, specify what kind of system. es [ ° L]
32 If you answered yes above, Is the queue management system Yes (] No ]
" |effective (e.g. are the queues moving quickly)?
Does the queue management make provision for the elderly, | O
33| ... . . . . . . Yes No
citizens with disabilities & sickly (including pregnant women)?
3.4|ls there a help desk to assist citizens in filling forms? Yes No
Queue Management & Waiting Times 1 |:| 2 D 3 D 4 D How would you rate queue management & waiting times of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




4.|Dignified Treatment
" . . U] O
4.1|Do you treat citizens with friendliness, dignity and respect? Yes No
a2 Wh'en at’fendlng to citizens, do you address them in the language of Ves O No O
their choice?
4.3|Are you knowledgeable in your respective areas of expertise? ves [ No ]
a4 When attending to the citizens, are you efficient (i.e., did what they ves [ No O
needed to do promptly)?
L How would you rate dignified treatment in this facility
IDTEJRITTEE] VEEHTmEn: 1 I:l 2 I:l 8 I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5.|Cleanliness & Comfort
5.1|Is the facility clean ? ves [ No [
5.2|ls the facility well maintained? ves [] No I
5.3|Does the facility have a waiting area? Yes 0 No Ol
54 Is thg pﬁ{ce egmpment (faxes','telephones, computers, air Yes O No O
conditioning) in working condition?
5.5|Are the ablution facilities/ toilets clean? Yes O No O
5.6 |Are the ablution facilities provided with the necessary toiletries? Yes O No (I
. How would you rate cleanliness & comfort of this facility
CIEETIESS & (e o 1 I:l 2 I:l g I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6.|Safety
6.1|Do you feel safe in and around the facility? ves [ No O
6.2|Are there security guards at the facility? ves [ No ]
Are there health & safety procedures displayed at the facility, to O O
6.3|assist in an emergency situation? i.e. evacuation plan, fire Yes No
extinguishers,emergency exits etc.
6.4|Does this service centre have a first aid kit in place? Yes No
— (-
Are there internal access control measures around places such as (] ]
6.5 ; : - Yes No
the cashier work stations, filling rooms, server & strong rooms?
How would you rate safety of this facility
Sty i I:l 2 I:l g I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




7.|Opening & Closing Times
Are there opening and closing times displayed on the main entrance || O
7.1 L Yes No
of the facility?
7.2|Are the opening & closing times adhered to? Yes O No [
Are there disruptions (to services) as a result of staff members | O
7.3 . . . Yes No
taking tea breaks, lunch breaks or attending staff meetings?
. . . How would you rate opening & closing times of this facility
Gpemig & Clesiie) Vs 1 I:l 2 I:l 8 I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8.|Complaints & Compliments Management System
81 Is there an identified/ labelled complaints & compliments box / Yes No
"~ |register in the facility? ] O
8.2 Are the guidelines/ procedures displayed in a place where citizens Yes U] No |
"“|can easily see or access them?
Does the facility have the complaints & compliments procedures in
8.3|place ( how to complain, feedback mechanisms, contact of person Yes No
dealing with complaints,etc)?
8.4 Does the facility conduct citizen satisfaction surveys every six Yes No O
months?
. . How would you rate complaints & compliments system of this facility
Complaints & Compliments Management System 1 D 2 D 3 D 4 |:| Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B. Sector Specific Standards
1|Service standards Tick the appropriate Comments
1.1|Does this customer contact centre have minimum service level agreements in place? Yes [] [No O
1.2|If yes, are the prescripts of the agreement adhered to? Yes [] [No O
2|Turn around times for the issuing of licences Tick the appropriate Comments
2.2|Is the 10 days turn around time for processing applications on licenses achievable/ realistic? Yes ] No O
2.3|Is there a system for monitoring turnaround times on applications? ves [ [no O




The Presidency: Department of Planning Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Transport (DLTC)
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone
Last Name Cont.act E-mail
Details
Gender Male O Female O Other
African Coloured Asian White . -
Race ] ] ] — Disability Yes [] No []
Name of facility
Type of visit Baseline Visit |:| Improvements monitoring 1 2 s 4 (] s |
Name of monitor Date of monitoring visit DD/MM/YYYY
A|Performance Areas Comments
1[Location & Accessibility
<15 min | 16-30 min | 31-45 min 46- 1 hr >1hr
1.1{How long did it take you to get to this facility? O O ] O |
1-5 km 6-10 km 11-15 km 16-20 km > 20 km
1.2|How far did you have to travel to get to this facility? O | O
Walk Bus Taxi Other
1.3|What mode of transport did you use to get to this facility? ] ] ]
1 4|'s there a ramp with rails at the entrance of the building to assist | | O No |
" |citizens with disabilities & the elderly to access the building?
1 5|When inside the facility, are there internal ramps to allow for ves LJ No |
ease of movement for the elderly & the disabled?
. - How would you rate accessibility and location of this facility
Lo . D 2 D £ D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




N

Visibility & Signage

External signage: Is there visible signage on the roads or paths

21l eading to this facility? ves [ No O

2 Ext_ernal signage: Is the_re faf:!llty identification/ signboard at the Ves O No |
main gate/entrance of this facility?
External signage: Is there a signboard that contains information

2.3 R Yes |:| No
on services? (I

24 Internal signage: Is there a signboard that contains information Yes O] No .
on costs?

, 5|INternal signage: Does the_S|gnage reflect the dominant Yes | No O
language(s) of the surrounding area?
Internal signhage: Does the signage make provision to OJ O

2.6 . L . . Yes No
accommodate citizens that are illiterate? i.e. visuals/symbols

97 Internal sighage: qus the signage inside direct citizens where Yes O No O
to go & for what service?

2.8|Do facility staff wear name tags at all times? ves [ No O
Are the contact details of the facility management clearly

29 displayed in the facility ? ves [ No O

T . How would you rate visibility & signage of this facility
VOEHaAI87 A ST s D z D < D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times

Does this facility have a queue management system in place? If

31 yes, specify what kind of system. ves [ No O
If you answered yes above, Is this effective (e.g. are the queues

3.2 . . Yes No
moving quickly) ?

33 Does the queue management make provision for the elderly, Yes No

| citizens with disabilities & sickly (including pregnant women)?
3.4|ls there an offical assigned to assist citizens in filling forms? Yes O No |:|
Queue Management & Waiting Times 1 |:| 2 |:| 3 |:| 4 |:| How would you rate queue management & waiting times in this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




4|Dignified Treatment
a1 Do. §taff treat you with friendliness, dignity & respect in this Yes O No O
facility?
42 Did _the staff member address you in the language of your ves [ No .
choice?
Did the staff member assisting you seem to be knowledgeable O
4.3 with the work they were doing? ves No O
aa When attending to you, was the staff member efficient (i.e., did ves [ No .
what they needed to do promptly)?
L How would you rate dignified treatment of this facility
SN EE S . D e D < D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|ls the facility clean? Yes |:| No |:|
5.2 |Is the facility well maintained? Yes OJ No [
5.3|Do the waiting areas have enough seating? Yes |:| No |:|
5.4|Are the facility's toilets clean and well maintained? Yes OJ No [
5.5|Are the ablution facilities provided with the necessary toiletries? Yes O No |:|
. How would you rate cleanliness & comfort of this facility
CleEnliess & Comie s D z D < D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1/Do you feel safe in and around the facility? Yes O No |:|
6.2|Are there security guards at the facility? Yes OJ No [
Are there health & safety procedures displayed at the facility, to O 0
6.3|assist in an emergency situation? i.e. evacuation plan, fire Yes No
extinguishers,emergency exits etc.
Are there access control measures around places such as the
64 cashier work stations? ves  [] No ]
Safety 1 |:| 2 |:| 3 |:| 4 I:l How would you rate safety of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Opening & Closing Times

Are the opening and closing times displayed outside the main

1 gate or entrance of the facility? ves No O
72 According to your knowledge, are the opening & closing times ves [ No .
adhered to?
Did you (now or in the past) experience any disruption to service O
3 due to tea breaks, lunch breaks or staff meetings? ves No O
. . ) How would you rate opening & closing times of this facility
CPEMig & Cesig s & D e D D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
Is there an identified/ labelled complaints & compliments box /
8.1 . . I~ Yes No
register in the facility?
Are the guidelines/ procedures displayed in a place where
8.2 .. . Yes No
citizens can easily see or access them?
Does the facility have the complaints & compliments procedures O |
8.3|in place ( how to complain, feedback mechanisms, contact of Yes No
person dealing with complaints,etc)?
8.4 Have you ever been part of this facility's citizen satisfaction Yes O No O
“|survey?
Complaints & Compliments Management System 1 I:I 2 I:I 3 I:I 4 I:I How would you rate complaints & compliments system of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




The Presidency: Department of Planning, Monitoring and Evaluation Office of The Premier: Province

Visit Reference Number

Frontline Service Delivery Monitoring: Transport (DLTC) Monitor Questionnaire

Details of Monitor

Name

Department

Persal Number

Gender O O

Male Female

African Coloured Asian V‘\E'ite
(] O O

Race Disability ves [ No O

Telephone

Contact

Details |E"mall

Other

Name of Facility

Date of visit DD/MM/YYYY Baseline visit O Improvements monitoring 1 O 2 q E 5 O 6 O O

A Performance Areas |Comments

1 Location & Accessibility

. . . . 1 i 16- i 1-4 i 46-1h
According to your knowledge, how long does it take the citizens from the surrounding <|:5|m|n 6|:3|O min 3|:| 5 min E? ! Ell hr
i . .
areas to get to this facility?
s According to your knowledge, how far do citizens from the surrounding areas generally 1|:5| km Gﬁo km 11-15km %20 km >|:2|0 km
have to travel to get to the facility? O
s According to your observations, what mode of transport do most citizens take to get to W|EI|k Public Private Other
this facility? O
Is there a ramp with rails at the entrance of the building to assist citizens with disabilities Yes O No O
& the elderly to access the building?
s When inside the facility, are there internal ramps to allow for ease of movement for the Yes O No O
elderly & the disabled?
. - O How would you rate accessibility and location of this facility
Lereiiiom & Aewessiiiliy 1 2 I:I 3 I:I % I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




2|Visibility & Signage
2.1|External signage: Is there visible signage on the roads or paths leading to this facility? Yes No O
22 E>_<tem§1_| signage: Is there facility identification signboard at the main gate/entrance to Yes (] No (]
this facility?
, , o , ) O O
2.3|External signage: Is there a signboard that contains information on services? Yes No
2.4|Internal signage: Is there a signboard that contains information on costs? Yes (| No O
25 Internal signage: Does the signage reflect the dominant language(s) of the surrounding Yes O No O
larea?
Internal signage: Does the signage inside direct citizens where to go & for what (| (]
26 . Yes No
service?
Internal signage: Does the signage make provision to accommodate citizens that are O O
2.7 . - Yes No
illiterate? i.e. visuals/symbols
2.8|Are facility staff wearing name tags? Yes O No O
. . ' . " O O
2.9|Are the contact details of the facility management clearly displayed in the facility ? Yes No
T . O | How would you rate visibility & signage of this facility
Vsl & Srege i 2 - E £ - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 Queue Management & Waiting Times
31 Does this facility have a queue management system in place? If yes, specify what kind of Yes No O
"~ |system.
32 If you answered yes above, Does it seem to be effective? (e.g. are the queues moving Yes No
““|quickly, are people shown the right queues, etc.)
Does the queue management make provision for the elderly, citizens with disabilities & O [
3.3 . . Yes No
sickly (including pregnant women)?
3.4|Is there a help desk to assist citizens in filling forms? Yes - No O
L . O | How would you rate queue management & waiting times in this facility
Queue Management & Waiting Times 1 2 O 3 4 O Score: 1- 4 (1 Poor, 2 Fair, 3 Good) 4'Very good)
4 Dignified Treatment
According to your observation, do staff treat citizens with friendliness, dignity & respect O (]
4.1|. N . Yes No
in this facility?
According to your observation, do staff members address citizens in the language of their O (]
4.2 B Yes No
choice?
According to your observation, do staff members seem to be knowledgeable with their O (]
43 work? Yes No
When attending to citizens, are staff members efficient (i.e., did what they needed to do O O
44 Yes No
promptly)?
P O How would you rate dignified treatment of this facility
IO M i z - E - & - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




5|Cleanliness & Comfort
O
5.1 |Does the facility appear clean? Yes No -
5.2 |Is the facility well maintained? Yes - No |
5.3|Do the waiting areas have enough seating? Yes ] No O
5.4|Is office equipment (faxes, telephones, computers, air conditioning) in working condition? Yes O No ]
5.5|Are the facility's toilets clean and well maintained? Yes ] No O
5.6|Are the toilets suitably resourced? (e.g. have toilet paper, soap, hand towels) Yes O No O
. | How would you rate cleanliness & comfort of this facility
ClEEIIESS & Cemlio 1 2 O & O 4] Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1 |Do you feel safe in and around the facility? Yes ] No O
6.2 |Are there security guards at the facility? Yes O No O
' . o O O
Are there health & safety procedures displayed at the facility, to assist in an emergency
6.3] . . A ) y N N ; Yes No
situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
6.4|Does this service centre have a first aid kit in place? Yes O No O
Are there access control measures around places such as the cashier work stations, D |:|
6.5 Yes No
filling rooms, server & strong rooms?
How would you rate safety of this facility
izt 10 2] 3] a0d Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
Are the opening and closing times displayed outside the main gate or entrance of the O (]
7.1 " Yes No
facility?
72 Accgrdln_g to your observation at the time of the monitoring visit, were the opening & Yes (| No (]
closing times adhered to?
Did you observe any disruption to service due to tea breaks, lunch breaks or staff O (]
7.3 N Yes No
meetings?
. . . How would you rate opening & closing times of this facility
Qi) € Csig) Mies 10 21 s 40 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
8.1 |Is there an identified/ labelled complaints & compliments box / register in the facility? Yes O No O
Are the guidelines/ procedures displayed in a place where citizens can easily see or O O
8.2 Yes No
access them?
83 Does the facility have the complaints & compliments procedures in place ( how to Yes O No O
~|complain, feedback mechanisms, contact of person dealing with complaints,etc)?
8.4|Are there records that this facility undertakes citizen satisfaction surveys? Yes O No O
. . O | How would you rate complaints & compliments system of this facility
Complaints & Compliments Management System 1 2 O 3 4 O Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




(e}

Summary of Findings and Recommendations ( For completion during de-briefing)

Performance Areas

Key Findings

Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

N

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

Complaints & Compliments Management System

10

Are there any good practises / procedures to be noted?




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Education (School)
Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of School

District

Municipality

Street Address

GIS coordinates

Type of visit

Baseline visit O

Improvements monitoring

0O O

4 d

s Os O

O

Date of visit

DD/MM/YYY

Type of school

Primary school

Secondary School

O

Combined School

O

Other I:I

Number of
registered learners

Details of Staff Memb

el

First Name

Last Name

Gender

Male I:l

Female |:|

Contact Details

Designation (Level)

Telephone

E-mail

Other

Race

African

Coloured

Asian

White

Disability

Yes |:|

No

Name of Monitor

13



A Performance Areas Comments
1 Location & Accessibility
. ) <15 min 16-30 min 31-45 min 46- 1 hr >1hr
1 According to your knowledge, how long does it take the learners from the
“"|surrounding areas to get to this school? O O O O O
<3km 4-10km 11-20km >20km
1.2| According to your knowledge how far do most learners reside? O OJ = O
) Walk Private Public Other
According to your knowledge, what mode of transport do most learners take
1.3 .
to get to this school? O O ] O
Is there a ramp with rails at entrances to the building to assist learners/ L L
1.4 ; . - Yes No
parents (in cases where there is a need) to access the school building?
15| When inside the school, are there provisions to allow ease of movement for ves 1 No |
"|learners/ parents with disability?
. - How would you rate accessibility and location of this school
Location & Accessibility 1 I:I 2 I:I 3 I:I 4 I:I Score: 1- 4 (L Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
External signage: Is there visible signage on the roads or paths leading to O O
21, Yes No
this school?
- E>_<terna| signage: Is there visible signboard at the main gate/entrance of ves [ No |
this school?
23 Internal signage: Does the signage reflect the dominant language(s) of the Yes O No O
surrounding area?
Internal signage: Does the signage inside direct learners/ parents to where O O
2.4 . o : Yes No
teaching or the administrative block areas are?
2.5|Do teachers & administrative staff wear name tags at all times? Yes [] No O
Are the contact details of the principal/ management displayed in the
2.6 - .
administrative block? ves [] No L]
s . How would you rate visibility & signage of this school
Vil & Sgiege i I:I 2 I:I e I:I & I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Waiting areas
3.1|Is there an assembly area in the school? Yes O No O
3.2|Do learners have a designated seating area for lunch breaks? Yes Ol No Ol
g ETCES 1 El 2 El 3 El 4 I:I How would you rate waiting areas of this school

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

14



4 Dignified Treatment
Does staff treat learners/parents with friendliness, dignity & respect at this
4.1 Yes No
school?
4.2|ls the medium of instruction in the school in line with that of the region? ves [ No O
4.3|Are the teachers knowledgeable in their respective subject areas? ves [] No |
P How would you rate dignified treatment in this school
RIgniticdheatnent 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1 |Is the school clean ? Yes Ol No Ol
5.2|Is the school well maintained? Yes Ol No Ol
5.3|Are there enough desks & chairs in the class rooms? Yes [] No O
5.4| Are the desks & chairs in good condition? Yes Ol No Ol
5.5|Are the ablution facilities/ toilets clean ? Yes Ol No Ol
5.6|Are the ablution facilities provided with the necessary toiletries? Yes [] No I
5.7| Are there adequate toilets for learners (girls & boys) in this school? Yes L] No L]
. How would you rate cleanliness & comfort of this school
Cleanliness & Comfort 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1 |Do you feel safe in and around the school? Yes L No 0
6.2| Are there security guards at the school? Yes L] No L
Are there health & safety procedures displayed at the school, to assist . .
6.3|learners in an emergency situation? i.e. evacuation plan, fire Yes No
extinguishers,emergency exits etc.
6.4| Does this school have a first aid kit in place? Yes L] No L
6.5|Is there perimeter fencing around the school? Yes 0 No (]
Safety 1 El 2 I:I 3 I:I 4 I:I How would you rate safety of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

15



=

Opening & Closing Times

7.1|Does the school adhere to the school hours? Yes L No L
7.2|Are there disruptions to teaching time (i.e. staff meetings, etc) Yes L No L
Opening & Closing Times 1 I:I 2 I:I 3 I:I 4 I:I gs[\;vr::/iu_lti)gi;aotre. ;p:;;rg égé%?iz%/g:;e;gg;his S
8[Complaints & Compliments Management System
81 Is t_h_ere an identified/ labelled complaints & compliments box / register in the Yes O No L
facility?
8.2 :;iézgézguidelines displayed in a place where they can easily be seen or Ves O No O
Does the facilit'y have the complaint; & compliments procedure; in plgce ( 1 .
8.3|how to complain, feedback mechanisms, contact of person dealing with Yes No
complaints,etc)?
Complaints & Compliments Management System 1 I:I 2 I:I 3 I:I 4 I:I ggx:iu.li)gi;?: gan;i’:l,a:;n(t;Sofdc,cz)ln\]/pelri;/n;gtosd;)f s sehec!
B|[Sector Specific Standards
1|Teacher attendance Tick the appropriate Comments
1.1{Is teacher attendance recorded? ves [ |no |
1.2|Does the school achieve the departmental norm for teachers to be at school teaching for 7 hours per day? ves [] |No O
2|Workbook, textbook & stationery
2.1|Did the school order the textbooks & workbooks on time? ves [ |no |
2.2|Were the orders for textbooks & workbooks received on time? Yes O No (]
2.3| Did the school order adequate stationery for the year? ves [ |no |
3|Teaching support Tick the appropriate Comments
3.1|Does the school have the necessary support material (faxes, computers, telephones, internet etc)? ves [ |no |
3.2|Does this school have a sports ground/s? Yes O No (]
3.4|Does this school have a library / science lab? Yes (] No ]

16



The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Education (Schools)
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone
Last Name gce)tn;i?;:t Email
Gender Male |:| Female |:| Other
African Coloured Asian White
Race D I:I I:I Disability Yes |:| No |:|
Name of Facility Name of Monitor
Type of visit Baselinevisit ~ [] Improvements monitoring 1 21 3 []+4 O d [ O
D.at.e of monitoring DDIMMIYYY
visit
A Performance Areas Comments
1|Location & Accessibility
<15min | 16-30 min | 31-45min | 46- 1 hr >1hr
1.1 How long did it take you to get to this school? ] = ] O
<3km 4-10km 11-20km >20km
1.2 How far did you have to travel to get to this school? = ] = O
Walk Private Public Other
1.3 What mode of transport did you use to get to this school?
| ] [ |
Is there a ramp with rails at entrances to the building to assist learners/ O O
1.4 ) . - Yes No
parents (in cases where there is a need) to access the school building?
s When inside the school, are there provisions to allow ease of movement ves ] No ]
) for learners/ parents with disability?
. - How would you rate accessibility and location of this school
Loceiten ¢ Aesessalliy 1 |:I 2 |:I 3 |:I 4 |:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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2|Visibility & Signage
External signage: Is there visible signage on the roads or paths leading to
21|,
this school? ves [ No [
External signage: Is there visible signboard at the main gate/entrance of
22| "
this school? ves [ No [
23 Internal signage: Does the signage reflect the dominant language(s) of Yes O No |
the surrounding area?
Internal signage: Does the signage inside direct learners/ parents to [ O
2.4 o . Yes No
where the classes or administrative block areas are?
2.5|Do teachers & administrative staff wear name tags at all times? ves [ No [
6 Are contact details of the principal/ management displayed in the ves [ N

administrative block?

Visibility & Signage

3

How would you rate visibility & signage of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Waiting areas

3.1

Is there an assembly area in the school?

Yes

O

No

O

3.2

Do learners have a designated seating area for lunch breaks?

Yes

No

Waiting areas

2 1

3

4[]

How would you rate waiting areas of this school
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Dignified Treatment

Does staff treat learners/parents with friendliness, dignity & respect at

*Llthis school? ves No
4.2{ls the medium of instruction in the school in line with that of the region? Yes |:| No |:|
4.3|Are teachers knowledgeable in their respective subject areas? ves [ Nno [

Dignified Treatment

1 O

2

3

4[]

How would you rate dignified treatment in this school
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

18



5.|Cleanliness & Comfort
5.1|Is the school clean? ves [ Nno [
5.2|Is the school well maintained? ves [ No [
5.3|Are there enough desks & chairs in the class rooms? ves [ No [
5.4|Are the desks & chairs in good condition? Yes O No O
5.5|Are the ablution facilities/ toilets clean? Yes O No O
5.6|Are the ablution facilities provided with the necessary toiletries? Yes |:| No |:|
5.7|Are there adequate toilets for learners (girls & boys) in this school? Yes O No 0]

Cleanliness & Comfort 10 0 g0 4O Score: 1-4 (L Poor, 2 Fair 3 Good. 4 very good) .

6.|Safety
6.1/ Do you feel safe in and around the school? ves [ Nno [
6.2|Are there security guards at the school? ves [ Nno [

Are there'health & safety prqced.ures 'displayed aﬁ the scho'ol, to assist O O
6.3|learners in an emergency situation? i.e. evacuation plan, fire Yes No
extinguishers,emergency exits etc.
6.4|Is there perimeter fencing around the school? ves [ Nno [
safety 10 0 30 4O Seore: 1-4 (1 Poor. 2 Far, 3 Good, 4 very gooc)

7|Opening & Closing Times
7.1|Does the school adhere to the school hours? ves [ N [
7.2|Are there disruptions to teaching time (i.e staff meetings, etc)? ves [ No

Opening & Closing Times

2

3

4[]

How would you rate opening & closing times of this school
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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o]

.|Complaints & Compliments Management System

Is there an identified/ labelled complaints & compliments box / register in ] ]
8.1 Yes No

the school?
8.2 Are there guidelines displayed in a place where they can easily be seen or Yes ] No ]

accessed?

Does the school have the complaints & compliments procedures in place ( ] ]
8.3|how to complain, feedback mechanisms, contact of person dealing with Yes No

complaints,etc)?

Complaints & Compliments Management System

2

3

4[]

How would you rate complaints & compliments of this school
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Education (School) Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name
Department
Persal Number Gender Male O Female O |
" African Coloured Asian White Diaahii |:|
ace isability
] Yes No D
Telephone
Contact E il
Details i
Other
Name of Facility
Date of visit DD/MMIYYYY  |Baselinevisit — [] improvements monitaring 1 0 s O« O O O O
A |Performance Areas Comments
1 Location & Accessibility
. . B . <15 min 16-30 min 31-45 min 46- 1 hr >1hr
According to your observation, how long does it take learners from the surrounding O O
areas to get to this facility?
<3km 4-10km 11-20km >20km
According to your observation how far do most learners travel to get to this school? O O 0O O
According to your observation, what mode of transport do most citizens take to get to Walk Bus Taxi Other
this facility? O O ] d
Is there a ramp with rails at entrances to the building to assist learners/ parents (in O O
. o~ Yes No
cases where there is a need) to access the school building?
When inside the school, are there provisions to allow ease of movement for learners Yes O No O
with disability?
. P How would you rate accessibility and location of this school
Location & ACCeSSIbI“ty 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
21 External signage: Is there visible signage on the roads or paths leading to this Yes O No O
school?
2.2|External signage: Is there visible signboard at the main gate/entrance of this school? Yes O No O
23 Internal signage: Does the signage reflect the dominant language(s) of the Yes (| No O
surrounding area?
24 Inter_n_al signage: Does the signage inside direct learners where the classes/ Yes O No O
administrative block areas are?
2.5|Do teachers & administrative staff wear name tags at all times? Yes O No O
2.6|Are contact details of the principal/ management displayed in the administrative block? Yes O No O
TR . How would you rate visibility & signage of this school
V|S|blllty& Signage 1 I:I 2 I:I 3 I:I 4 I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Waiting areas

3.1|ls there an assembly area in the school? Yes (| No O
3.2|Do learners have a designated seating area for lunch breaks? Yes O No O
Waiting areas () E R PR R 40 Seorer 14 (1 Poor 2 Far  Gootl 4 very g00d)
Dignified treatment
4.1|Does staff treat learners/parents with friendliness, dignity & respect at this school? Yes No
4.2|ls the medium of instruction in the school in line with that of the region? Yes O No O
43 :lfgjc;rctitir;?;;s);our observations, do teachers seem knowledgeable in their respective Ves O No O
Dignified treatment 0 RO O kO bt iclea e tipriiipick g

5|Cleanliness & Comfort
5.1|Does the school appear clean? Yes O No O
5.2|ls the school well maintained? Yes O No O
5.3|Are there enough desks & chairs in the class rooms? Yes O No O
5.4|Are the desks & chairs in good condition? Yes O No O
5.5|Are the ablution facilities/ toilets clean? Yes O No O
5.6|Are the ablution facilities provided with the necessary toiletries? Yes O No O
5.7 |Are there adequate toilets for learners (for girls & boys) in this school? Yes O No O

Cleanliness & Comfort 0 O O kO e

6|Safety
6.1|Do you feel safe in and around the school? Yes O No O
6.2 |Are there security guards at the school? Yes O No O
6.3 Are there hez_ilth & safgty procedu_res displa_yed at_the _schcol, to assist Ieamers inan Yes O No O

emergency situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
6.4 |Does this school have a first aid kit in place? Yes O No O
6.5|Is there perimeter fencing around the school? Yes O No O
Safety 0O L0 U . Seorer 14 1 Poor, 2 Far 3 oo 4very gooc)

7|Opening & Closing Times
7.1|Does the school adhere to the school hours? Yes O No O
7.2|During the visit, were there any disruptions to teaching time (i.e staff meetings, etc) Yes O No O




f N - How would you rate opening & closing times of this school
Opening & Closing Times 1O 2 s 4[] Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

8|Complaints & Compliments Management System
8.1|ls there an identified/ labelled complaints & compliments box / register in the school? Yes No O
8.2|Are there guidelines displayed in a place where they can easily be seen or accessed? Yes O No O
83 Does the school have the complaints & compliments procedures in place ( how to Yes O No O

"~ |complain, feedback mechanisms, contact of person dealing with complaints,etc)?

Complaints & Compliments Management System O P B 4 :2:",:2'{“:’('f:;'f;‘;’:i':lla;'gig‘;i"\',‘::;"sg':d)symm CHECE
C|Summary of Findings and Recommendations
Performance Areas Key Findings Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

IN

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

®

Complaints & Compliments Management System




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Social (SASSA)

Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

District

Municipality

Street Address

GIS coordinates

Type of office

Local office

Pay-point

O

Mobile

O

Date of visit

DD/MM/YYY

Baseline visit

O

Improvements monitoring

1 [

s

0+ O O O

Details of Staff Member

First Name

Last Name

Gender

Male U

Female

Contact
Details

Telephone

Email

Other

Race

African

O

Coloured

Asian

White

Disability

ves []

No

Designation
(level)

Name of monitor
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A Comments
1 |Location & Accessibility
1.1|{According to your knowledge, how far do citizens from 1-5km | 6-10 km 11-15 | 16-20km | >20km
the surrounding areas generally travel to get to the [ ™ km [ [
facility?
1.2\ According to your knowledge, how long does it take <15min | 16-30 min | 31-45min | 46-1hr >1hr
citizens from the surrounding areas to get to this ] ] ]
facility?
1.3| According to your knowledge, what mode of transport Walk Public Private Other
do citizens take to get to this facility? | ] | [
1.4 ) . o
Is there a ramp with rails at entrances to assist citizens | | | No |
with disabilities & the elderly to acess the building?
1.5|When inside the facility, are there internal ramps to ] ]
allow for ease of movement for the elderly & the Yes No
disabled?
. - How would you rate accessibility and location of this facility
Location & Accessibility 1 |:| 2 |:| 3 |:| 4 |:| Score: 1- 4 (1 Poor, 2 Average, 3 Good, 4 Very good)
2|Visibility & Signage
21 External signage: Is_there_ y|S|bIe signage on the roads ves L[ No [
or paths leading to this facility?
22 External signage: Is there fac!llty |q¢ntlflcat|on signage| | No |
at the main gate/entrance of this facility?
External signage: Is there a signboard that contains O |
2.3 |. . . Yes No
information on services?
Internal signage: Does the signage reflect the [ [
2.4 . ) Yes No
dominant language(s) of the surrounding area?
Internal signage: Does the signage make provision to | |
2.5|accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
26 Ir_1t_erna| signage: Does the signage inside direct ves [ No |
citizens where to go & for what service?
2.7| Do facility staff wear name tags at all times? Yes 0O No 0O
28 Are the c_:ontact d_etalls of thg facility management Ves | No |
clearly displayed in the facility ?
Visibility & Signage 1 |:| 2 |:| 3 |:| 4 |:| How would you rate visibility & signage of this facility

Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
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3 |Queue Management & Waiting Times

Is there a queue management system in place? If yes, (I [
3.1 . . Yes No

specify what kind of system

If you answered yes above, Is the queue management
3.2|system effective (e.g. are the queues moving quickly, Yes No

are people shown the right queues, etc.) ?

Does the queue management make provision for the ] ]
3.3|elderly and citizens with disabilities, sickly including Yes No

pregnant women?
34| How much time do citizens spend in the queues before 1-15 min| 16-30 min | 31-45min | 46-60 min | > 60 min

"’|being assisted? O]

3.5/D0es this office have a customer help desk to assist Yes [ No O

with gueue management

Queue Management & Waiting Times 1 |:| 2 |:| 3 |:| 4 |:| How would you rate queue management & waiting times of this facility

Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
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evacuation plan, fire extinguishers,emergency exits etc.

4 |Dignified Treatment
Do you treat citizens with friendliness, dignity and ] ]
4.1 Yes No
respect?
42 When attendlng' to citizens, do you address them in the Ves | No |
language of their choice?
43 Are you knowledgeable in your respective areas of ves L No ]
expertise?
ad When attending to the citizens, are you efficient (i.e., do ves L No ]
what you need to do promptly)?
. How would you rate dignified treatment in this facility
RloLEE e I:l z I:l E I:l e I:l Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|Is the facility clean ? Yes ] No ]
5.2|Is the facility well maintained? ves [ No |
5.3| Do the waiting areas have enough seating? Yes L No ]
54 Is_ the offlpe _eqw_pment (faxes, tglgphones, computers, Yes | No |
air conditioning) in working condition?
55 Are_ the_ ablution facilities / toilets clean and well Yes | No O
maintained?
56 Ar_e th_e ablution facilities provided with the necessary Yes | No O
toiletries?
. How would you rate cleanliness & comfort of this facility
CIEERINESS 3 COmifels I:l z I:l e I:l & I:l Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
6|Safety
6.1|Do you feel safe in and around the facility? Yes L] No 1
6.2| Are there security guards at the facility? Yes O No Ll
Are there health & safety procedures displayed at the ] |
6.3|facility, to assist in an emergency situation? i.e. Yes No
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6.4|Does this facility have a first aid kit in place? Yes O No L]
How would you rate safety of this facility
SEIE 1 D 2 D E D & D Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
7|Opening & Closing Times

Are there opening and closing times displayed on the | |
710 " " Yes No

main entrance of the facility?
7.2|Are the opening & closing times adhered to? Yes O No L]

Are there disruptions (to services) as a result of staff O O
7.3|members taking tea breaks, lunch breaks or attending Yes No

staff meetings?

Opening & Closing Times 1 |:| 2 |:| 3 |:| 4 D How would you rate opening & closing times of this facility

Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
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8|Complaints & Compliments Management System
Is there an identified/ labelled complaints & [ O
8.1 . . . - Yes No
compliments box / register in the facility?
8.2 Are the gwdelmes/ progedures displayed in a place ves L1 No ]
where citizens can easily see or access them?
Does the facility have the complaints & compliments |:| ]
procedures in place ( how to complain, feedback
8.3 . . . Yes No
mechanisms, contact of person dealing with
complaints,etc)?
. . How would you rate complaints & compliments of this facility
Complaints & Compliments Management System 1 D 2 |:| 3 |:| 4 |:| Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B|Sector Specific Standards: SASSA
1|Turnaround times for applications for social grants from current average of 3 days. Tick the appropriate Comments
11 Do you know about the national target of 3 days turnaround times for applications of ves [ No []
social grants?
1.2|Do you believe it to be realistic/ achievable? Yes [] No []
13 Doe_s th!s SASSA Qﬁlce achieve this national target of 3 days turn around time on ves [ No []
applications for social grants?
1.4|Is there a monitoring system for turn around times on applications? Yes [] No [ ]
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Social (SASSA)
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone
Last Name gztn;ﬁ? Email
Gender Male Female I:I Other
African Coloured Asian White
Race |:| D |:| I:l Disability Yes |:| No |:|
. DD/MM/YYYY
Date of t L
Vizneo monitoring Baseline visit ] Improvements monitoring 1 0 3 4 5 [w O |
Name of Facility Name of Monitor
A |Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15 16-20 km > 20 km
11 How long did it take you to get to this facility? O | = km O O
<15 min | 16-30 min | 31-45 min 46- 1 hr >1hr
1.2 How far did you have to travel to get to this facility? OJ |:| |:| |:|
Walk Public Private Other
1.3 What mode of transport did you use to get to this facility? ] ] ] ]
Is there a ramp in the front of the building to assist citizens with ] ]
L4 . . S Yes No
disabilities & the elderly to access the building?
When inside the facility, are there internal ramps to allow for [l [l
L.5 . Yes No
ease of movement for the elderly & the disabled?
. - How would you rate location & accessibility of this facility
Location & Accessibility 1 I:I 2 I:I 3 I:I 4 I:I Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Visibility & Signage

management?

- Exte_rnal signage: Is there visible signage on the roads or paths ves [J No O
leading to this facility?
. Ext_ernal signage: Is the_re faf:!llty identification signage at the Ves ] No ]
main gate/entrance of this facility?
93 External signage: Is there a signboard that contains information Ves ] No ]
"~ |on services?
Internal signage: Does the signage reflect the dominant | |
2.4 . Yes No
language(s) of the surrounding area?
Internal sighage: Does the signage make provision to ] ]
2.4 L - . . Yes No
accommodate citizens that are illiterate? i.e. visuals/symbols
. Internal sighage: qus the signage inside direct citizens where ves [ No ]
to go & for what service?
2.6|Do facility staff wear name tags at all times? Yes ] No ]
7 A_re the co'ntact detgl_ls of the facility management clearly Ves ] No ]
displayed in the facility ?
S . How would you rate visibility & signage of this facility
Visilailiay & Slgge 1 |:I 2 |:I g |:I & |:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
. - .
31 Is thert_e a queue management system in place? If yes, specify Ves O No O
what kind of system.
If you answered yes above, Is the queue management system |:| |:|
3.2|effective (e.g. are the queues moving quickly, are people shown Yes No
the right queues, etc.) ?
Does the queue management system make provision for the O |:|
3.3|elderly and citizens with disabilities, sickly including pregnant Yes No
women?
5.4/ How much time did you spend on the queues before being 1ASmin | 16:30min | 31-45min | 46-60min | > 60 min
4| assisted? (I (I Ol (I
45|D0es this office have a customer help desk to assist with queue | =[] No O

Queue Management & Waiting Times

. s [

« [

How would you rate queue management & waiting times of this facility
Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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4 |Dignified Treatment
a1 Do staff treat you with friendliness, dignity & respect in this Ves L] No ]
~|facility?
4 |Did the staff member address you in the language of your ves ] No ]
choice?
a3 Does §taff seem knowledgeable in their respective areas of ves [ No 0
expertise?
an When attending to you, was the staff efficient (i.e., did what they ves [ No O
needed to do promptly)?
A How would you rate dignified treatment of this facility
Dlgyliftet] i 4 |:I 2 |:I 3 |:I & |:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|Is the facility clean ? ves [ No ]
5.2|Is the facility well maintained? ves [] No ]
5.3|Do the waiting areas have enough seating? Yes L No [
5.4|Are the facility's ablution facilities clean and well maintained? Yes [ No L]
5.5|Are the ablution facilities provided with the necessary toiletries? Yes [ No L]

Cleanliness & Comfort

2

How would you rate cleanliness & comfort of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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6|Safety
6.1{Do you feel safe in and around the facility? Yes [ No ]
6.2|Are there security guards in this facility? Yes [ No ]
Are there health & safety procedures displayed at the facility, to ] ]
6.3assist in an emergency situation? i.e. evacuation plan, fire Yes No

extinguishers,emergency exits etc.

Safety

How would you rate safety of this facility
Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

~

Opening & Closing Times

- Are the opening an(_j_closmg times displayed on the main Ves ] No ]
entrance of the facility?
7.2|Are the opening & closing times adhered to? ves [] No ]
Have you in the past/ now experienced disruptions (to services) ] ]
7.3|as a result of staff members taking tea breaks, lunch breaks or Yes No
attending staff meetings?
. . . How would you rate opening & closing times of this facility
Gz & Sl Mines 1 |:I 2 |:I |:I & |:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
o1 Is there an identified/ labelled complaints & compliments box / Ves ] No ]
“|register in the facility?
. A_rg the gwdellnc_es/ procedures displayed in a place where ves L No ]
citizens can easily see or access them?
Does the facility have the complaints & compliments procedures ] ]
8.3|in place ( how to complain, feedback mechanisms, contact of Yes No

person dealing with complaints,etc)?

Complaints & Compliments Management System

How would you rate complaints & compliments system of this facility
Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Social (SASSA) Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name

Department

Persal Number

Telephone

Contact .
Details ~|E-mail

Other

Gender Male ‘ D Female

African Coloured
Race

Asian

White

Disability ves (] No O

Name of Facility

Date of visit DD/MM/YYYY Baseline visit D

Improvements monitoring 1 D 2 D 3 Dct EIS

o O

A|Performance Areas

Comments

1|Location & Accessibility

11 According to your knowledge, how far do citizens from the surrounding areas generally L5 km 6-10 km 11-15km 16-20 km > 20 km
"“|have to travel to get to the facility? O
12 According to your observation, how long does it take the citizens from the surrounding <15 min 16:30 min 31-45min 46-1hr > Lhr
“|areas to get to this facility?
1.3|According to your observation, how do most citizens get to this facility? W|a:"|< Public Private Other
14 Is there a ramp with rails in the front of the building to assist citizens with disabilities, the Yes O No O
“"|elderly & the sickly including pregnant women to access the building?
When inside the facility, are there internal ramps to allow for ease of movement for the O O
15 . Yes No
elderly & the disabled?
. - How would you rate accessibility and location of this facility
Location & Accessibility 10 2 3 ‘O Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
2.1|External signage: Is there visible signage on the roads or paths leading to this facility? Yes O No O
22 E>_<tern_a_| signage: Is there facility identification signage at the main gate/entrance of Yes O No O
this facility?
2.3 |External signage:Is there a signboard that contains information on services? Yes O No O
24 Internal signage: Does the signage reflect the dominant language(s) of the surrounding Yes (] No (]
“larea?
o4 Internal signage: Does the signage make provision to accommodate citizens that are Yes O No O
“|illiterate? i.e. visuals/symbols
25 Inter_nal signage: Does the signage inside direct citizens where to go & for what Yes O No O
service?
2.6|Do facility staff wear name tags at all times? Yes O No O
2.7|Are the contact details of the facility management clearly displayed in the facility ? Yes O No O
s . How would you rate visibility & signage of this facility
Vistalisy € S i I:I 2 I:I £ I:I 2 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




3|Queue Management & Waiting Times
- — - 5 - -
a1 Does this facility have a queue management system in place? If yes, specify what kind Yes O No O
of system.
a2 If you answered yes above, Is the queue management system effective (e.g. are the Yes O No O
“|queues moving quickly)?
33 Does the queue management make provision for the elderly, citizens with disabilities & Ves O No O
7 |sickly (including pregnant women)?
3.4|/According to your observation, how much time do citizens spend on the queues before LiSmin | 16-30min | 31-45min 46-60 min > 60 min
" |being assisted?
3.5|Does this office have a customer help desk to assist with queue management? Yes O No O
. . How would you rate queue management & waiting times of this facility
Queue Management & Waiting Times . O P | 4 Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified treatment
a1 _Accc_)rdlng_ _to your observation, do staff treat citizens with friendliness, dignity & respect Ves O No O
in this facility?
42 Acc_ordln_g to your observation, do staff members address citizens in the language of Ves O No O
their choice?
43 According to your observation, do staff members seem to be knowledgeable with their Ves O No O
work?
44 When attending to citizens, are staff members efficient (i.e., did what they needed to do Ves O No O
promptly)?
P D How would you rate dignified treatment of this facility
Rildnifediieatnieny i 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|Does the facility appear clean? Yes O No O
5.2|ls the facility well maintained? Yes | No O
5.3|Do the waiting areas have enough seating? Yes O No ad
54 Is the_ _staffs equipment (faxes, telephones, computers, air conditioning) in working Yes O No O
condition?
5.5|Are the facility's ablution facilities clean and well maintained? Yes (] No O
5.6 |Are the ablution facilities provided with the necessary toiletries? Yes (] No O
. D How would you rate cleanliness & comfort of this facility
Eleanlnesslaeonio i 2 I:I 3 I:I @ I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Do you feel safe in and around the facility? Yes (| No a
6.2|Are there security guards in this facility? Yes ] No ad
63 Are there health & safety procedures displayed at the facility, to assist in an emergency Yes O No O
| situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
6.4/ Does this office have a first aid kit in place? Yes ] No O
Safety il D 2 D 3 D 2 D How would you rate safety of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Opening & Closing Times

Are the opening and closing times displayed on the main entrance of the facility?

Are the opening & closing times adhered to?

ad

a

During the time of the monitoring visit, did you experience disruptions to services as a
result of staff members taking tea breaks, lunch breaks or attending staff meetings?

No

Opening & Closing Times

Py

3 [

+d

How would you rate opening & closing times of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Complaints & Compliments Management System

8.1

Is there an identified/ labelled complaints & compliments box / register in the facility?

No

82

Avre the guidelines/ procedures displayed in a place where citizens can easily see or
access them?

8.3

Does the facility have the complaints & compliments procedures in place ( how to
complain, feedback mechanisms, contact of person dealing with complaints,etc)?

Complaints & Compliments Management System

Py

3

4O

How would you rate complaints & compliments system of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

o)

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

i

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

~

Dignified Treatment

o

Cleanliness & Comfort

=

Safety

~

Opening & Closing Times

©

Complaints & Compliments Management System




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: SAPS (Police station)

Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

District

Municipality

Street Address

GIS coordinates

Date of visit

DD/MM/YYYY

Type of visit

Baseline

O

Improvements monitoring 1 |:|

3]

«Os0Os O O

Details of Staff Memb

@
2

O

-

First Name Email

Last Name Contact Details Telephone

Gender Male |:| Female |:| Other

— African Coloured Asian White Disability Ves I:I No I:l

Designation (level)

Name of monitor
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A|Performance Areas Comments
1|Location & Accessibility
According to your knowledge, how far do citizens from the 15km | 6-10km 11-15km | 16-20km 20 ke
1.1|{surrounding areas generally have to travel to get to this ] O] O ] Ll
facility?
. . . <15 min 16-30 min 31-45 min 46- 1 hr >1 hr|
12 According to your'knowledge, how Iong doe_s_lt take citizens | | O ] ]
from the surrounding areas to get to this facility?
L 5| According to your knowledge, what mode of transport do Wwalk Public Private Other
“~|citizens take to get to this facility? ] ] | O
14 Is there a ramp with rails in the front of the building to assist Ves No |
" |citizens with disabilities & the elderly to access the building?
When inside the facility, are there internal ramps to allow for ™ ™
15 . Yes No
ease of movement for the elderly & the disabled?
. - How would you rate accessibility and location of this facility
Location & Accessibility 1 I:l 2 I:l S I:l 4 I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
01 E_xter_nal signage: Is t_here V|s.|ble signage on the roads or ves [ No [
direction markers leading to this facility?
. Ext‘ernal signage: Is the_re fa(_:!llty identification signage at the Ves O No O
main gate/entrance of this facility?
,5 |External signage: Is there a signboard that contains Voo O o |
"~ |information on services?
, 4| Internal signage: Does the signage reflect the dominant Ves [ No [
""|language(s) of the surrounding area?
94 Internal signage: Does the signage mak_e provision to Ves | No |
accommodate citizens that are illiterate? i.e. visuals/symbols
. Internal signage: Does the_ signage inside direct citizens ves [ No |
where to go & for what service?
2.6/ Do facility staff wear name tags at all times? Yes O] No O]
. A_re the Co_ntact detgl_ls of the facility management clearly Ves | No |
displayed in the facility ?
Visibility & Signage a |:| 2 |:| g |:| 4 I:l How would you rate visibility & Signage of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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3|Queue Management & Waiting Times
- — - >
31 Does this fgcﬂnty havg a queue management system in place? ves [ No ]
If yes, specify what kind of system.
3.2 If you answered yes above, Is the queue management Ves ] No ]
“|system effective (e.g. are the queues moving quickly)?
Does the queue management make provision for the elderly, ] ]
3.3 .. P, : . : Yes No
citizens with disabilities & sickly (including pregnant women)?
. . How would you rate the facility's queue management system and waiting times
Queue Management & Waiting Times 1 I:l 2 I:l 3 I:l 4 I:l Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified Treatment
4.1|Do you treat citizens with friendliness, dignity and respect? Yes No
42 When attendlng_ to citizens, do you address them in the Ves |:| No |
language of their choice?
4.3|Are you knowledgeable in your respective areas of expertise? | Yes ] No ™
a4 When attending to the citizens, are you efficient (i.e., do what ves [ No ]
you need to do promptly)?
A How would you rate Dignified treatment in the facility
Clgticcieatneny i I:l z I:l 3 I:l o I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|ls the facility clean ? ves [ No [
5.2|ls the facility well maintained? ves [] No |
5.3|Do the waiting areas have enough seating? Yes O No Ll
54 Is the office equipment (faxes, telephones, computers, air Ves ™ No |
“"|conditioning) in working condition?
5.5|Are the ablution facilities / toilets clean and well maintained? Yes O No Ll
56 Ar_e th_e ablution facilities / toilets provided with the necessary Ves | No |
toiletries?
Cleanliness & Comfort q |:| 2 |:| g |:| 4 I:l How would you rate the facility's Cleanliness and Comfort.

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Safety

6.1|Do you feel safe in and around the facility? Yes Ll No ]
62 Is there access control at the main entrance of the police Ves |:| No |:|
~|station?
Are there health & safety procedures displayed at the facility, |:| O
6.3|to assist in an emergency situation? i.e. evacuation plan, fire | Yes No
extinguishers,emergency exits etc.
6.4| Does this office have a first aid kit in place? Yes No
How would you rate the general level of safety at the facility
Sy i I:l z I:l 3 I:l 4 I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
7.1|Are the operational hours adhered to? ves L] No ]
79 Are there disruptions (to services) as a result of staff Ves | No |
“|members taking tea breaks, lunch breaks or staff meetings?
. . . How would you rate the adherence to opening and closing times for this facility
PG & Cllostitg ThHes i I:l z I:l 3 I:l o I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Is there a complaints & compliments system for services | ]
61 rendered (i.e Suggestion box /compliments register/ Ves No
“|Provincial Hotline/CPF meetings/ Presidential Hotline), in the
facility?
62 A_r_e the gmdelme_s/ procedures displayed in a place where ves No ]
citizens can easily see or access them?
Does the facility have the complaints & compliments L] Ll
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with complaints,etc)?
SemalETTiS & ComplmeEs NETReEmeET: S a |:| 2 I:l 3 I:l 4 I:l How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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B [Sector Specific Standards: Policing
1{Average turnaround time to calls for assistance: Alpha, Bravo & Charlie Tick the appropriate Comments
Do you meet the target of 19 mins turn around time on Alpha calls? Yes |:| No ]
Do you meet the target of 24 mins turn around time on Bravo calls? Yes | N []
Do you meet the target of 21 mins turn around time on Charlie calls? Yes |:| No ]
Are the reaction time targets achievable/ realistic? Yes | N []
Is there a monitoring system for these response times? Yes |:| N []
2|Vehicles Tick the appropriate Comments
.1|Does this police station have sufficient/adequate vehicles? Yes |:| No
Is there a schedule for vehicle maintenance? Yes | No
3|Services
.1|Are forms for the different services offered available? Yes | N []
:trf?there victim friendly rooms that are resourced, i.e for sexual assualts, domestic violence, Ves [ N [
3|Are there different holding cells for males, females and juvenilles? Yes | N []
4|Are there lockable filling cabinets/ an electronic docket system? ves ] No ]




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: SAPS (Police Station)
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Email
Contact
Last Name Details Telephone
Gender Male I:l Female I:l Other
African Coloured Asian White
Race I:l I:l I:I |:| Disability Yes |:| No |:|
Name of Facility Name of Monitor
Date of baseline visit |DD/MM/YYYY Baseline visit I:I Improvements monitoring 1 2 E 4 |:|5 |:| I:l |:| |:|
A|Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15km | 16-20 km > 20 km
1.1{How long did it take you to get to this facility? O O ] o D
<15 min | 16-30 min 31-45 min 46- 1 hr >1hr
1.2|How far did you have to travel to get to this facility? O ] ] O
Walk Public Private Other
1.3|What mode of transport did you use to get to this facility? ] ] ] ]

Is there a ramp in the front of the building to assist

[

[

1.4|citizens with disabilities & the elderly to access the Yes No
building?
15| When inside the facility, are there internal ramps to allow | ] No [l

for ease of movement for the elderly & the disabled?

Location & Accessibility

»

s

How would you rate accessibility and location of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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N

Visibility & Signage

External signage: Is there visible signage on the roads

2.1 . . - Y Ol N O]
leading to this facility? e °
- External signage: Is there fac!llty |d_e_nt|f|cat|on sighage Ves |:| No |:|
at the main gate/entrance of this facility?
23 .Externa_l signage: Is there a signboard that contains Ves |:| No |
information on services??
04 Internal signage: Does the_S|gnage reflect the dominant Yes O No O
language(s) of the surrounding area?
Internal signage: Does the signage make provision to |:| |:|
2.4|accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
. Internal signage: Does the_ signage inside direct citizens Ves | No |
where to go & for what service?
2.6|Do facility staff wear name tags at all time? ves [ No O
, ;|Are the contact details of the facility management clearly | | =[] No 0
displayed in the facility ?
A . How would you rate the visibility and signage of this facility
VisiIaisy & S 1 D 2 D B D & D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3[Queue Management & Waiting Times
31 Is there a queue management system in place? If yes, Yes O No D
| specify what kind of system
If you answered yes above, Is the queue management O D
3.2|system effective (e.g. are the queues moving quickly, are | Yes No
people shown the right queues, etc.) ?
Does the queue management make provision for the | |
3.3|elderly and citizens with disabilities, sickly including Yes No
pregnant women?
Queue Management & Waiting Times a |:| % |:| 3 |:| 4 |:| How would you rate the facility's queue management system and waiting times

Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
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Dignified Treatment

Do staff treat you with friendliness, dignity & respect in

*this facility? ves [ No O

42 Did_the staff member address you in the language of your Ves |:| o O
choice?

43 Does sta_ff seem knowledgeable in their respective areas Ves |:| o O
of expertise?

ad When attending to you, was the staff efficient (i.e., did Ves |:| o |:|

what they needed to do promptly)?

Dignified Treatment

How would you rate Dignified treatment in the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

5|Cleanliness & Comfort
5.1|Does the facility appear clean? Yes |:| No O
5.2(Is the facility well maintained? Yes |:| No O
5.3| Do the waiting areas have enough seating? Yes |:| No O
5.4|ls there working air conditioning / heating in the facility? Yes |:| No O
. Are_ the_ ablution facilities/ toilets clean and well Ves |:| No O
maintained?
56 Are the ablution facilities / toilets provided with the Ves |:| No O

necessary toiletries?

Cleanliness & Comfort

U

U

How would you rate the facility's Cleanliness and Comfort.
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Safety

6.1|Do you feel safe in and around the facility? Yes No
6.2 Is there access control at the main entrance of the police Ves |:| No 0
station?
Are there health & safety procedures displayed at the D |
6.3|facility, to assist in an emergency situation? i.e. Yes No
evacuation plan, fire extinguishers,emergency exits etc.
How would you rate the general level of safety at the facility
Sy 1 D 2 |:I E |:I & |:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|0pening & Closing Times
According to your knowledge, are the operating hours
71 Yes No
adhered to?
Did you (now or in the past) experience any disruption to
7.2|service due to tea breaks, lunch breaks or staff Yes No
meetings?
. . . How would you rate the adherence to opening and closing times for this facility
Opening & Closing Times i D 2 D D & D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
Is there a complaints & compliments system for services
81 rendgre_d (i.e S_uggestlon bo>_< /compllm_ents _reglste_r/ ' ves [] No ]
Provincial Hotline/CPF meetings/ Presidential Hotline), in
the facility?
82 Are the guidelines/ procedures displayed in a place Ves O No ]
“|where citizens can easily see or access them?
Does the facility have the complaints & compliments ] ]
63 procedures in place ( how to complain, feedback Ves No

mechanisms, contact of person dealing with
complaints,etc)?

Complaints & Compliments Management System

How would you rate the complaints and compliments system at the facility (if applicable)
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation Office of The Premier: Province
. . . o . . . . . Visit Reference Number
Frontline Service Delivery Monitoring: SAPS (Police Station) Monitor Questionnaire
Details of Monitor
Name
] Male D Female |:|
Race African Coloured Asian White Disability ves (J No O
Department
Persil Number
Telephone
Contact .
Details |E"Mail
Other
Name of Facility
Date of visit DD/MM/YYYY Baseline visit |:| Improvements monitoring 1 El 3 |:| 4 |:| 5 |:| |:| |:|
Performance Areas Comments
Location & Accessibility
. . . . 1-5 km 6-10 km 11-15km | 16-20 km > 20 km
According to your observation, how far do citizens from the surrounding areas ] ] O O
generally have to travel to get to the facility? (|
. . . - . <15 min | 16-30 min | 31-45 min 46- 1 hr >1hr
According to your observations, how long does it take the citizens from the surrounding O
areas to get to this facility? O O
. N - . - Walk Public Private Other
According to your observation, how do most citizens get to this facility? O O
Is there a ramp with rails in the front of the building to assist citizens with disabilities & O O
- Yes No
the elderly to access the building?
When inside the facility, are there internal ramps to allow for ease of movement for the Ves O No O
elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility 1 2 [ 3] 4 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
2.1|External signage: Is there visible signage on the roads leading to this facility? Yes O No O
2.2|External signage: Is there visible signage at the main gate/entrance to this facility? Yes O No O
2.3|External signage: Is there a signboard that contains information on services? Yes O No [
o _In_temal s_igna_ge: Does the signage make provision to accommodate citizens that are Ves O No O
illiterate? i.e. visuals/symbols
25 _In_temal signage: Does the signage make provision to accommodate citizens that are Yes O No O
illiterate?
26 Inter_nal signage: Does the signage inside direct citizens where to go & for what Yes O No O
service?
2.7 |Are all staff members wearing name tags? Yes [ No O
2.8|Are the contact details of the facility management clearly displayed in the facility ? Yes O No (]
How would you rate the visibility and signage of this facility
Visibility & Signage 1 O 2 O 3 O 4+ Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Queue Management & Waiting Times

3.1|Is there a queue management system in place? If yes, specify what kind of system Yes No
If you answered yes above, Is the queue management system effective (e.g. are the
32 : . by Yes No
queues moving quickly, are people shown the right queues, etc.) ?
Does the queue management make provision for the elderly and citizens with O [
33| .. . . . " Yes No
disabilities, sickly including pregnant women?
How would you rate the facility's queue management system and waiting times
Queue Management & Waiting Times 1 O 2 | 3 O 4 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4 Dignified treatment
According to your observation, do staff treat citizens with friendliness, dignity & O
41 respect in this facility? ves No O
42 Acc_ordin_g to your observation, do staff members address citizens in the language of Ves O No O
their choice?
43 \/;Z?E’Eding to your observation, do staff members seem to be knowledgeable with their Ves O No O
44 When attending to citizens, are staff members efficient (i.e., did what they needed to do Ves O No O
promptly)?
P O O | O How would you rate Dignified treatment in the facility
i) dreime! i 2 E £ Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|Does the facility appear clean? Yes O No O
5.2| Is the facility well maintained? Yes O No O
5.3| Do the waiting areas have enough seating? Yes O No O
5.4 Is the_ _offlce equipment (faxes, telephones, computers, air conditioning) in working Yes (| No O
condition?
5.5|Are the ablution facilities / toilets clean and well maintained? Yes O No O
5.7|Are the ablution facilities / toilets provided with the necessary toiletries? Yes O No O
. O O | O How would you rate the facility's Cleanliness and Comfort.
ClleEnliess & e u 2 E & Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Do you feel safe in and around the facility? Yes O No O
6.2|ls there access control at the main entrance of the police station? Yes O No O
Are there health & safety procedures displayed at the facility, to assist in an O O
6.3 o : - ) A . Yes No
emergency situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
o N O O
6.4/ Does this office have a first aid kit in place? Yes No
How would you rate the general level of safety at the facility
Safety 1 O 2 O 3 O 4 O Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Opening & Closing Times

7.1

According to your knowledge, are the operating hours adhered to?

ad

No

7.

N

Did you (now or in the past) experience any disruption to service due to tea breaks,
lunch breaks or staff meetings?

No

Opening & Closing Times

2

3

4

How would you rate the adherence to opening and closing times for this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

=)

Complaints & Compliments Management System

8.

N

Is there a complaints & compliments system for services rendered (i.e Suggestion box

/compliments register/ Provincial Hotline/CPF meetings/ Presidential Hotline), in the
facility?

No

8.

N

Avre the guidelines/ procedures displayed in a place where citizens can easily see or
access them?

O

No

8.

w

Does the facility have the complaints & compliments procedures in place ( how to
complain, feedback mechanisms, contact of person dealing with complaints,etc)?

No

Complaints & Compliments Management System

P

3

4

How would you rate the complaints and compliments system at the facility (if applicable)
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

(]

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

IN

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

®

Complaints & Compliments Management System




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Local Government (MCCC)
Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

District

Municipality

Street Address

GIS coordinates

Date of visit Type of visit
DD/MM/YYYY

Baseline

O

Improvements monitoring

1 1:|3|:|4|:|5

r O O

Details of Staff Member

First Name Email
Last Name Telephone
Contact Details
Gender Male Female Other
African Coloured Asian White
Race I:I I:I I:I I:I Disability Yes I:I No I:I

Designation (level)

Name of monitor
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A Performance Areas Comments
1 Location & Accessibility
According to your knowledge, how far do citizens 15km 6-10km 11-15km | 16-20km | >20km
from the surrounding areas generally have to travel L] ] ] L] L]
to get to this facility?
According to your knowledge, how long does it take | <15min | 16:30min | 31-45min 46- 1 hr >1hr
the citizens from the surrounding areas to get to this ] ] ] ] ]
facility?
A di ¢ K led hat de of Walk Public Private Other
ccording to your knowledge, what mode o
transport do citizens take to get to this facility? ] ] ] ]
Is there a ramp with rails in the front of the building O O
to assist citizens with disabilities & the elderly to Yes No
access the building?
When inside the facility, are there internal ramps to O O
allow for ease of movement for the elderly & the Yes No
disabled?
. - How would you rate accessibility and location of this facility
ECCEUCHIEACeRRS it Y 1 D 2 D g D = D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
01 External signage: 'Is there _V|S|bI§_S|gnage on the ves 1 No [
roads or paths leading to this facility?
- External signage: Is there facility |dent_|f|cat|_o_n Ves | No |
signage at the main gate/entrance of this facility?
External signage: Is there a signboard that contains ] ]
2.3 |. . . Yes No
information on services?
04 Internal signage: Does the signage reflect the Ves ] No [
" '|dominant language(s) of the surrounding area?
Internal signage: Does the signage make provision ] ]
2.5/to accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
- Ir.1t.ernal signage: Does the signage inside direct ves [ No ]
citizens where to go & for what service?
2.7|Do facility staff wear name tags at all times? ves [] No ™
- Are the gontact dgtalls of thg facility management Ves | No |
clearly displayed in the facility ?
Visibility & Signage a |:| 2 I:l 3 I:l a I:l How would you rate visibility & Signage of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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3 Queue Management & Waiting Times
31 Is there a queue management system in place? If Yes [ No 1
|yes, specify what kind of system
If you answered yes above, Is the queue
25 management system effective (e.g. are the queues Ves No
““Imoving quickly, are people shown the right queues,
etc.) ?
Does the queue management make provision for ] ]
3.3|the elderly and citizens with disabilities, sickly Yes No
including pregnant women?
Queue Management & Waiting Times 1 I:l 2 I:l 3 I:l 4 I:l g;‘:vr::’olu_li)gi;tf Ztt::zifra%ilict;;csn;qu:;zrr;zr;igd(;ment SPRIDCUE N T BTl
4 Dignified Treatment
a1 Do you treat citizens with friendliness, dignity and ves [ No ]
respect?
4, |When attending to citizens, do you address themin | |:| o O
the language of their choice?
43 Are you knowledgeable in your respective areas of ves [ No ]
expertise?
a4 When attending to the citizens, are you efficient (i.e., ves [ No ]
did what they needed to do promptly)?
— How would you rate Dignified treatment in the facility
Rlofiicdiicatnent i I:l z I:l 3 I:l o I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|ls the facility clean ? ves [ No [
5.2|ls the facility well maintained? ves [] No |
5.3| Do the waiting areas have enough seating? Yes O No Ll
5 4|!S the office equipment (faxes, telephones, vos ™ o O
|computers, air conditioning) in working condition?
5 5|Are the ablution facilities / toilets clean and well ves  LJ No ]
maintained?
5. | Are the ablution facilities / toilets provided with the ves  LJ No ]
necessary toiletries?
Sesliess & Ganmieni a |:| 2 I:l 3 I:l a I:l How would you rate the Cleanliness & Comfort of the facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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<)

Safety

6.1|Do you feel safe in and around the facility? Yes Ll No L]
6.2|Are there security guards at the facility? Yes O No L]
Are there health & safety procedures displayed at ™ |
63 the facility, to assist in an emergency situation? i.e. Ves No
“|evacuation plan, fire extinguishers,emergency exits
etc.
6.4| Does this office have a first aid kit in place? Yes 0 No O]
How would you rate the general level of safety at the facility
Sy i I:l z I:l 3 I:l 4 I:l Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
71 Are the operational times Q|§played outside the main Ves ] No ]
gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? ves L[] No ]
Are there disruptions (to services) as a result of staff ] O
7.3lmembers taking tea breaks, lunch breaks or staff Yes No
meetings?
. . : How would you rate the adherence to opening and closing times for this facility
Opening & Closing Times 1 D 2 D 3 I:l & I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
61 Is there an identified/ labelled complaints & Ves No
“|compliments box / register in the facility?
8o Are the guidelines/ procedures displayed in a place Ves No |
“|where citizens can easily see or access them?
Does the facility have the complaints & compliments ]
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
ConmkiS @ oS METEsEmET: s q |:| 2 I:l 3 I:l 4 I:l How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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B|Sector Specific Standards: MCCC
1{MCCC's Norms & Standards or Service Charter Tick the appropriate Comments
1.1|Does this facility have norms and standards or a service charter in place? Yes ] N []
1.2|Are these norms and standards / service charter communicated to your clients ? Yes | N []
2|Turnaround Times Tick the appropriate Comments
2.1|Are there standards on turnaround times for making duplicate statements? ves [] N []
9o :I;ectngirg/ Ztr?ggvaartdesr (C)grfgte":gl;;a?ken to provide reading and financial details on ves [ v [
2.3|Are there turn around times on the period taken to provide details on a water leak? Yes |:| no [
2.4| Are there standards on the time taken to resolve a misallocation of a payment? ves [] no [
. ?:v Ezggea gg(e)zg:itle:X::tz:Zr::PV?ct;r:gs on the time taken to open a new municipal ves [ o [
- Are there turn around times for the resolution of customer complaints/ compliments in Ves ] o [

this Customer Care Centre?
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Local Government (MCCC)

Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Email
Last Name gg?ati?gt Telephone
Gender Male Female D Other
African Coloured Asian White
Race E] E] E] E] Disability Yes D No D
Name of Facility Name of Monitor
Date of visit DD/MM/YYYY Baseline E] Improvements monitoring 1 D E] 1:] SD 6 D E]
A |Performance Areas Comments
1|Location & Accessibility
15km | 6-10km | 11-15km [ 16-20km | >20km
1.1 How long did it take you to get to this facility? O O ] | |
) ) B <15min | 16-30 min | 31-45min | 46-1hr >1hr
1.2 How far did you have to travel to get to this facility? ] O D O ]
s |What mode of transport did you use to get to this Walke | Public | Private | Other
7 |facility? [ | N R I ]
Is there a ramp in the front of the building to assist ] ]
1.4 citizens with disabilities & the elderly to access the Yes No
building?
When inside the facility, are there internal ramps to ] ]
15 allow for ease of movement for the elderly & the Yes No

disabled?

Location & Accessibility

+ ]

How would you rate accessibility and location of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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N

Visibility & Signage

External signage: Is there visible signage on the

2.1 . . - Y N
roads or paths leading to this facility? e 0 ° O
External signage: Is there visible signage at the main
2.2 . - Y N
gate/entrance to this facility? e O ° O
23 _Externa_l signage: _Is there a signboard that contains ves [ No ]
information on services?
. Inter_nal signage: Does the signage r_eflect the ves [ No ]
dominant language(s) of the surrounding area?
Internal signage: Does the signage make provision to O ]
2.6|accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
Internal signage: Does the signage inside direct
27| .. i Y N
citizens where to go & for what service? e O ° O
2.8|Are all staff members wearing name tags? ves [ No |
, o|AAre the contact details of the facility management ves [ No ]
clearly displayed in the facility ?
A . How would you rate the visibility and signage of this facility
WISHaNIT37 2 STeiEg 1 D 2 D 3 D . D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
i ?
31 Is the_re a queue management system in place? If yes, Ves O No |
specify what kind of system
If you answered yes above, Is the queue management ] |
3.2|system effective (e.g. are the queues moving quickly, Yes No
are people shown the right queues, etc.) ?
Does the queue management make provision for the O O
3.3|elderly and citizens with disabilities, sickly including Yes No

pregnant women?

Queue Management & Waiting Times

How would you rate the facility's queue management system and waiting times
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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evacuation plan, fire extinguishers,emergency exits etc.

4 |Dignified Treatment
4l Dp staff treat you with friendliness, dignity & respect in Ves ] No ]
this facility?
42 Did the gtaff member address you in the language of Ves ] No ]
your choice?
43 Does staff seem knowledgeable in their respective ves [ No ]
areas of expertise?
44 When attending to the citizens, is the staff efficient (i.e., Ves E] No D
did what they needed to do promptly)?
A How would you rate Dignified treatment in the facility
leyiiteel VEEmE; D 2 D D . D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|ls the facility clean ? ves [ No ]
5.2|Is the facility well maintained? ves [] No ]
5.3|Do the waiting areas have enough seating? Yes L No OJ
5 4|Are the ablution facilities / toilets clean and well Ves ] \o ]
maintained?
5 5| Are the ablution facilities / toilets provided with the Ves ] \o ]
necessary toiletries?
. How would you rate the facility's Cleanliness and Maintenance.
Cllsanlliness & Conmioi D 2 D D & D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1{Do you feel safe in and around the facility? Yes ] No ]
6.2| Are there security guards at the facility? ves L[] No ]
Are there health & safety procedures displayed at the ] ]
6.3|facility, to assist in an emergency situation? i.e. Yes No
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Safety

How would you rate the general level of safety at the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Opening & Closing Times

Are the operational times displayed outside the main

7.1 " Yes No
gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? ves [ No ]
Are there disruptions (to services) as a result of staff ] ]
7.3lmembers taking tea breaks, lunch breaks or staff Yes No
meetings?
. . . How would you rate the adherence to opening and closing times for this facility
Opening & Closing Times 4 D 2 D D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
81 Is there an identified/ labelled complaints & Ves No
“"|compliments box / register in the facility?
82 Are the g_lJldeImes/ prO(_:edures displayed in a place Ves ] No ]
where citizens can easily see or access them?
DUOTS TUTT lablllly Tmave arc COIT Iplall TS ™ CUIT lplll TTCTIS
63 procedures in place ( how to complain, feedback Ves ] No ]

mechanisms, contact of person dealing with

comnlainte ate)D

Complaints & Compliments Management System

How would you rate the complaints and compliments system at the facility (if applicable)
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Local Government (MCCC) Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name

Department

Persal Number

Telephone
Contact q
Details  |E"Mall

Other

Name of Facility

Date of visit DD/MM/YYYY Baseline O Improvements monitoring 1 21 3 4 O O O O
Gender male [] Female []
f Coloured hi
Race prican oure ‘ |As:\a|n W u|e:| Disability Yes |:| No |:|
A|Performance Areas Comments
1|Location & Accessibility
1 1|According to your observations, how far do most citizens from the surrounding areas 15 km 610 km 115 km 16-20km > 20km
““|generally have to travel to get to this facility? O O O
12 According to your observations, how long does it take the citizens from the surrounding <15 min 1630 min 31:45 min |:4|6' Lhr > Lhr
*“|areas to get to this facility?
Walk Public Private Other
1.3|According to your observations, how do most citizens get to this facility? O O O O
14 Is there aramp in the fr_on_t of the building to assist citizens with disabilities & the Ves O No O
elderly to access the building?
15 When inside tr_me facility, are there internal ramps to allow for ease of movement for the Ves O No O
elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility 1 O 2 O 3 O Py Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
21 Ext_grnal signage: Is there visible signage on the roads or paths leading to this Yes O No O
facility?
2.2|External signage: Is there visible signage at the main gate/entrance to this facility? Yes O No O
2.3 |External signage: Is there a signboard that contains information on services? Yes O No O
25 Internal signage: Does the signage reflect the dominant language(s) of the Yes O No O
surrounding area?
26 _In_ternal signage: Does the signage make provision to accommodate citizens that are Yes O No O
illiterate? i.e. visuals/symbols
27 Inte(nal signage: Does the signage inside direct citizens where to go & for what Yes O No O
service?
2.8|Are all staff members wearing name tags? Yes O No O
2.9|Are the contact details of the facility management clearly displayed in the facility ? Yes O No O
A . O | | How would you rate the visibility and signage of this facility
Vil & Syieme i 2 E & - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Queue Management & Waiting Times

3.1|ls there a queue management system in place? If yes, specify what kind of system Yes O No O
32 If you answered yes above, Is the queue management system effective (e.g. are the Yes No
““|queues moving quickly, are people shown the right queues, etc.) ?
33 Does the queue management make provision for the elderly and citizens with Yes No
| disabilities, sickly including pregnant women?
L . O How would you rate the facility's queue management system and waiting times
Quicre EREEEmE & W) Tmes u 2 - E - & - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified treatment
According to your observation, do staff treat citizens with friendliness, dignity &
41 respect in this facility? ves - No O
42 Acgording to your observation, do staff members address citizens in the language of Ves O No O
their choice?
43 @(c)fl(()’;ding to your observation, do staff members seem to be knowledgeable with their Ves O No O
44 When attending to citizens, are staff members efficient (i.e., did what they needed to do Ves O No O
promptly)?
A | How would you rate Dignified treatment in the facility
DIgEE) deEine 1 2 - E - +0J Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|ls the facility clean ? Yes O No O
5.2|ls the facility well maintained? Yes O No O
5.3| Do the waiting areas have enough seating? Yes (| No O
Is the office equipment (faxes, telephones, computers, air conditioning) in working O O
5.4 " Yes No
condition?
5.5|Are the ablution facilities / toilets clean and well maintained? Yes O No O
5.6 |Are the ablution facilities / toilets provided with the necessary toiletries? Yes (] No O
. O How would you rate the facility's Cleanliness and Maintenance.
CleEmliess & Gemie i 2 O g O +J Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Do you feel safe in and around the facility? Yes a No O
6.2|Are there security guards at the facility? Yes O No O
Are there health & safety procedures displayed at the facility, to assist in an O O
6.3 o : - ) A . Yes No
emergency situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
6.4| Does this office have a first aid kit in place? Yes O No O
O O | How would you rate the general level of safety at the facility
SEifEy C 2 S & - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Opening & Closing Times

7.1

Are the operational times displayed outside the main gate or entrance to the facility?

ad

No

7.2

Are the opening & closing times adhered to?

No

7.

w

Are there disruptions (to services) as a result of staff members taking tea breaks, lunch

breaks or staff meetings?

No

Opening & Closing Times

P

4

How would you rate the adherence to opening and closing times for this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

=)

Complaints & Compliments Management System

8.1

Is there an identified/ labelled complaints & compliments box / register in the facility?

No

8.

N

Are the guidelines/ procedures displayed in a place where citizens can easily see or
access them?

No

8.

w

Does the facility have the complaints & compliments procedures in place ( how to
complain, feedback mechanisms, contact of person dealing with complaints,etc)?

No

Complaints & Compliments Management System

3

4

How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

(]

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

IN

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

®

Complaints & Compliments Management System

©

Sector Specific Standards

10

Are there any good practises / procedures to be noted?
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The Presidency: Department of Planning, Monitoring and Evaluation Office of The Premier: Province
Frontline Service Delivery Monitoring: Health (Clinic, CHC and Hospital) VisitReference Number
Staff Questionnaire
Details of FSD Monitoring Site
Name of Facilit Type of facilit o .
Y yp Y Clinic D CHC D Hospital D Other:
District
Municipality
Street Address
GIS coordinates
Date of visit DD/MM/YYYY Baseline (] Improvements monitoring 1 3[4 —_ [ O (]
Details of Staff Member
First Name Email
Last Name Contact Details |Telephone
Gender Male |:| Female |:| Other
African Coloured Asian White
Race Disability ves [] o [

Designation (level)

Name of monitor
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Performance Areas

Comments

Location & Accessibility

According to your knowledge, how far do citizens from 1-5km 6-10km 11-15km | 16-20km | >20km
1.1{the surrounding areas generally have to travel to get to O O O O

this facility? O

) . <15 min 16-30 min 31-45 min 46- 1 hr >1hr

1o chordlng to your knowled_ge, how long does |t.take Fhe | O O ] |

citizens from the surrounding areas to get to this facility?

According to your knowledge, what mode of transport do | Walk Public Private Other

citizens take to get to this facility?

Are there ramps with handrails of an acceptable gradient

O

O

1.4 . . P N N
available at the entrances to this health facility ? e ©
15| When inside the facility, are there internal ramps to allow | d o d
~|for ease of movement for the elderly & the disabled?
. - How would you rate accessibility and location of this facility
Location & Accessibility 1 I:l 2 I:l 3 I:l 4 I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
- External signage: Is_therg _V|S|b|e signage on the roads ves [ No ]
or paths leading to this facility?
- External signage: Is there faC!|IW |d‘e‘nt|f|cat|on signage Ves d No d
at the main gate/entrance of this facility?
93 External signage: Is there a signboard that contains Ves O No |
"~ |information on services?
, 5|Internal signage: Does the signage reflect the dominant | . O No ]
““|language(s) of the surrounding area?
Internal signage: Does the signage make provision to O |
2.5|accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
- Internal signage: Does the_ signage inside direct citizens ves [ No ]
where to go & for what service?
2.7|Do facility staff wear name tags at all times? Yes ] No O
- Are the contact details of the facility management clearly Ves d No d

displayed in the facility ?

Visibility & Signage

How would you rate visibility & Signage of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Queue Management & Waiting Times

Is there a queue management system in place? If yes,

[

[

3.1 ; - Y N
specify what kind of system? e ©
If you answered yes above, Is the queue management ] |
3.2|system effective (e.g. are the queues moving quickly, are| Yes No
people shown the right queues, etc.) ?
Is there a queue manager, marshal or triage officer O ]
3.3|available to assist patients in the queue/ to show people Yes No
where to sit?
24 Are the current waiting times indicating approximately Ves ] No ]
“"|how long patients will wait displayed on a board?
Is there a help desk, situated in a prominent position in ] |
35 . . I Yes No
the public area or at the entrance of this health facility?
Are there special queues designated for specific groups ] O
3.6 . . . Yes No
of patients, i.e the disabled?
Queue Management & Waiting Times 1 I:l 2 I:l 3 I:l 4 I:l gsc‘,ﬂ’r:iu.liﬁggitre Zﬂl]:eaif:(;lict;)c,;quuéle\u/er;:r;i%?mem system and waiting fimes
4|Dignified Treatment
a1 Do you treat citizens with friendliness, dignity and ves [ No ]
respect?
4.2|Do you assist citizens in the language of their choice? ves [ No ]
43 Are you knowledgeable in your respective areas of ves [ No ]
expertise?
a4 When attending to the citizens, are you efficient (i.e., did ves [ No ]
what they needed to do promptly)?
Dignified Treatment a |:| 2 I:l g |:| 4 I:l How would you rate Dignified treatment in the facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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5[Cleanliness & Comfort
5.1|ls the facility clean ? ves [ No ]
5.2|ls the facility well maintained? ves [] No ]
5.3|Do the waiting areas have enough seating? Yes L] No ]
Are the fablution facilities / toilets clean and well d ]
54 = Yes No
maintained?
5.5|Is there at least one toilet for disabled persons in a unit? ves [ No d
56 Is t‘h‘ere clean water and disposable cup for patients in ves [ No =
waiting areas?
q How would you rate the Cleanliness & Comfort of the facility
CleEnlliess & Camisi 4 I:l 2 I:l & I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Do you feel safe in and around the facility? Yes U No O
6.2| Are there security guards at the facility? ves [ No
Are there health & safety procedures displayed at the ] |
6.3|facility, to assist in an emergency situation? i.e. Yes No
evacuation plan, fire extinguishers,emergency exits etc.
Are there clear signs of no unauthorised entry on the d d
6.4|door to limit people traffic in secure areas, i.e feed Yes No
areas?
How would you rate the general level of safety at the facility
Sxiiety i I:l 2 I:l & I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
71 Are the opening and closing times displayed outside the Ves | No |
“Imain gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? Yes 1 No ]
Are there disruptions (to services) as a result of staff O ]
7.3lmembers taking tea breaks, lunch breaks or staff Yes No
meetings?
- Are the names and contact details of the pharmacist on Ves ] No d
“’|duty who provides services after hours available?
Opening & Closing Times a |:| 2 I:l 3 |:| 4 I:l How would you rate the adherence to opening and closing times for this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Complaints & Compliments Management System

Is there an identified/ labelled complaints & compliments

8.1 ) ; - N N O
box / register in the facility? e ©
62 Are the guidelines/ procedures displayed in a place Ves ] No |
““|where citizens can easily see or access them?
Does the facility have the complaints & compliments O O
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
Do you undertake Patient satisfaction surveys as per the 1 ]
8.4 . Yes No
DOH Essential measures?
. . How would you rate the complaints and compliments system at the facility (if applicable)
Complaints & Compliments Management System 1 I:l 2 I:l 3 I:l 4 I:l Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B|Sector Specific Standards: Health
1|Availability of medicines and other basic supplies Tick the appropriate Comments
11 Do you have a document outlining the terms of agreement for the supply of medicine & other Ves O No
| basic supplies?
1o Is there evidence that compliance with the agreement (1.1 above) is being monitored and Ves [l No
““|appropriate action taken, when necessary, in the supply of medicine stock?
13 Does this facility have a document outlining the delivery schedule of medicines & basic Ves O No
“|supplies?
2|Waiting times for Citizen Tick the appropriate Comments
2.1/Do you have agreed norms and standards for waiting times for citizens in this health facility? |Yes d No
2.2|Do you believe it to be realistic and achievable? ves [] No
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Health (Clinic, CHC, Hospital)

Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone

Last Name gggﬁ:t Email

Gender Male D Female D Other

African Coloured Asian White
Race :] :] E] Disability Yes E] No :]
- DD/MM/YYYY

Date of monitorin . .

s g Baseline visit J Improvements monitoring 1 O 3[] 4 [ s mE O I

Name of Facility Name of Monitor

A |Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15 km 16-20 km >20 km
1.1|How long did it take you to get to this facility? O ] [ O ]

<15 min 16-30 min 31-45 min 46- 1 hr >1hr

1.2|How far did you have to travel to get to this facility?

O | 0O

O

OJ

Walk Public Private Other

What mode of transport did you use to get to this
13|, .. . " : o

facility? How did you get citizens get to this facility? [ ] L] [l

Are there ramps with handrails of an acceptable ] ]
1.4|gradient available at the entrances to this health Yes No

facility ?

When inside the facility, are there internal ramps to ] ]
1.5|allow for ease of movement for the elderly & the Yes No

disabled?
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Location & Accessibility

How would you rate accessibility and location of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

N

Visibility & Signage

External signage: Is there visible signage on the

21 _ visible ves [ N ]
roads or paths leading to this facility? e °
55 External signage: Is there facility |dent.|f|cat|9.n Ves ] No ]
signage at the main gate/entrance of this facility?
93 External signage: Is there a signboard that contains Ves O No J
"~ |information on services?
Internal signage: Does the signage reflect the O J
2.4 . . Yes No
dominant language(s) of the surrounding area?
Internal signage: Does the signage make provision | O
2.5/to accommodate citizens that are illiterate? i.e. Yes No
visuals/symbols
, ¢|Internal signage: Does the signage inside direct ves [ No |
citizens where to go & for what service?
2.7|Do facility staff wear name tags at all times? Yes L] No L]
”g Are the gontact dgtalls of thg facility management Ves ] No ]
clearly displayed in the facility ?
o . How would you rate the visibility and signage of this facility
Visibility & Signage e D z D e D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
i ?
31 Is thgre a queue management system in place? If yes, Ves |:| No |:|
specify what kind of system
If you answered yes above, Is the queue 0 ]
. management system effective (e.g. are the queues Ves No
“Imoving quickly, are people shown the right queues,
etc.) ?
Is there a queue manager, marshal or triage officer O O
3.3|available to assist patients in the queue/ to show Yes No

people where to sit?
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Are the waiting times indicating approximately how

what they needed to do promptly)?

3.4 . . o Y N
long patients will wait displayed on a board? e D ° L
Is there a help desk, situated in a prominent position |:| I:I
3.5(in the public area or at the entrance of this health Yes No
facility?
Are special queues designated for specific groups of O]
3.6 . . . Yes No
patients, i.e the disabled?
Queue Management & Waitig Times 0O O 0O | O B e ey anecgment System and waltng mes
4 |Dignified Treatment
a1 Did staff treat you with friendliness, dignity and Ves |:| No I:I
respect?
4.2|Did staff assist you in the language of their choice? Yes O No J
43 Is staﬁf knowledgeable in their respective areas of Ves |:| No |:|
expertise?
a4 When attending to you, was staff efficient (i.e., did Ves |:| No I:I

Dignified Treatment

How would you rate Dignified treatment in the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Cleanliness & Comfort

5.1(Is the facility clean ? Yes ] No O
5.2|Is the facility well maintained? ves [] No ]
5.3|Do the waiting areas have enough seating? Yes [ No O
54|AT® the_ ablution facilities / toilets clean and well Ves | No |
maintained?
55 Is t_here at least one toilet for disabled persons in a Ves 0 No .
unit?
56 _Is the'rg clean water and disposable cup for patients Ves . No D
in waiting areas?
. How would you rate the facility's Cleanliness and Maintenance.
Cleanliness & Comfort 1 D 2 D 3 D 4 D Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1{Do you feel safe in and around the facility? Yes O] No OJ
6.2| Are there security guards at the facility? Yes O] No D
Are there health & safety procedures displayed at the . ]
63 facility, to assist in an emergency situation? i.e. Ves No

evacuation plan, fire extinguishers,emergency exits
etc.

Safety

How would you rate the general level of safety at the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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Opening & Closing Times

Are the opening and closing times displayed outside

7.1 ] - Y [ N O
the main gate or entrance to the facility? o °
7.2|Are the opening & closing times adhered to? Yes O No O
Are there disruptions (to services) as a result of staff O] O
7.3lmembers taking tea breaks, lunch breaks or staff Yes No
meetings?
Are the names and contact details of the pharmacist O O
7.4 . . . Yes No
on duty who provides services after hours available?
. . ' How would you rate the adherence to opening and closing times for this facility
Opening & Closing Times e D z D D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
61 Is ther_e an identified/ I_abellfed complg_lnts & Ves O No [
compliments box / register in the facility?
6o Are the guidelines/ procedures displayed in a place Ves ] No ]
“"|where citizens can easily see or access them?
Does the facility have the complaints & compliments ] O
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
Have you ever, or know of someone who has |:| |:|
8.4|participated in a patient satisfaction survey in this Yes No

facility?

Complaints & Compliments Management System

How would you rate the complaints and compliments system at the facility (if applicable)
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Health (Clinic, CHC and Hospital) Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name

Gender Male ‘ D ‘ Female |:| ‘

Department

Persal Number

Telephone
Contact A
Details ~ |E"Mall
Other
Name of Facility Type of facility Clinic (| cie [ Hospital O Other:
Af Coloured A Whi

Race fean ‘ Elre ian it Disability Yes |:| No |:|

Date of visit DD/MMIYYYY  Base|Baseline visit O Improvements monitoring 1 [J2 [3 r (] O O
A|Performance Areas Comments
1|Location & Accessibility

) ) . ) 15 km 6-10 km 11-15 km 16-20 km >20 km

According to your observation, how far do citizens from the surrounding areas O O
1 . o

generally have to travel to get to this facility? (|

) - - - ) <15 min 16-30 min 31-45 min 46-1hr >1hr

N According to your observation, how long does it take the citizens from the surrounding

areas to get to this facility?
1 5| According to your observation, what mode of transport do citizens take to get to this Walk Public Private ther

facility? O O O ]
14| Are there ramps with handrails of an acceptable gradient available at the entrances to ves O o O

this health facility ?
15| When inside the facility, are there internal ramps to allow for ease of movement for the Ves O o O

elderly & the disabled?

. P How would you rate accessibility and location of this facility
L A | O O O 4O ©
GEEHen & Aeeess Rl i 2 E Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




2|Visibility & Signage
2 Ext_e_rnal signage: Is there visible signage on the roads or paths leading to this Ves O No O
facility?
22 E>_<tern§\_| signage: Is there facility identification signage at the main gate/entrance of Ves O No O
this facility?
‘ , . . . ) O O
2.3 |[External signage: Is there a signboard that contains information on services? Yes No
Internal signage: Does the signage reflect the dominant language(s) of the O [
24 N Yes No
surrounding area?
25 _In_ternal s_igna_ge: Does the signage make provision to accommodate citizens that are Ves O No O
illiterate? i.e. visuals/symbols
26 Inter_nal signage: Does the signage inside direct citizens where to go & for what Ves O No O
service?
2.7|Do facility staff wear name tags at all imes? Yes O No O
2.8|Are the contact details of the facility management clearly displayed in the facility ? Yes O No O
R . O O | O How would you rate the visibility and signage of this facility
Visiality & SEmeme i 2 E £ Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
3.1|ls there a queue management system in place? If yes, specify what kind of system Yes O No a
22 If you answered yes above, Is the queue management system effective (e.g. are the Ves O No O
queues moving quickly, are people shown the right queues, etc.) ?
23 Is there a queue manager, marshal or triage officer available to assist patients in the Ves O No (]
queue/ to show people where to sit?
24 Are the current waiting times indicating approximately how long patients will wait Ves O No O
displayed on a board?
Is there a help desk, situated in a prominent position in the public area or at the O O
35 . - Yes No
entrance of this health facility?
. ! " . ' O O
3.6|Are special queues designated for specific groups of patients, i.e the disabled? Yes No
. " O How would you rate the facility's queue management system and waiting times
QuELR MEREREIERG: (2 WEHhG Ties 1 2 I:I 3 I:I & I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified Treatment
a1 Accordipg to_ your_t_)bservation, do staff treat citizens with friendliness, dignity & Ves O No O
respect in this facility?
42 Acgordln_g to your observation, do staff members address citizens in the language of Yes O No O
their choice?
43 agflg;ding to your observation, do staff members seem to be knowledgeable with their Ves O No O
44 When attending to citizens, are staff members efficient (i.e., did what they needed to do Yes O No O
promptly)?
L O O O O How would you rate Dignified treatment in the facility
IDIJiTieE] ViEE it C 2 S & Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




5|Cleanliness & Comfort
5.1|ls the facility clean ? Yes | No O
5.2|lIs the facility well maintained? Yes O No O
5.3|Do the waiting areas have enough seating? Yes O No a
5.4|Are the ablution facilities / toilets clean and well maintained? Yes O No O
5.5(1s there at least one toilet for disabled persons in a unit? Yes O No (]
5.6|Is there clean water and disposable cup for patients in waiting areas? Yes O No (]
. O | How would you rate the facility’s Cleanliness and Maintenance.
Clzamiimess & Cenmion u 2 - E & - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1| Do you feel safe in and around the facility? Yes O No O
6.2| Are there security guards at the facility? Yes O No O
63 Are there health & safety procedures displayed at the facility, to assist in an Ves O No (]
emergency situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
64 Are there clear signs of no unauthorised entry on the door to limit people traffic in Ves (| No a
secure areas, i.e feed areas?
(| | (| | How would you rate the general level of safety at the facility
SEifEy i 2 E £ Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
- Are the opening and closing times displayed outside the main gate or entrance to the Ves O No O
facility?
7.2| Are the opening & closing times adhered to? Yes O No O
73 Are there disruptions (to services) as a result of staff members taking tea breaks, lunch Yes O No (]
breaks or staff meetings?
Are the names and contact details of the pharmacist on duty who provides services O (]
7.4 N Yes No
after hours available?
. . " O O | O How would you rate the adherence to opening and closing times for this facility
Oening) & GBI eS u 2 E & Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




8|Complaints & Compliments Management System
O O

8.1|ls there an identified/ labelled complaints & compliments box / register in the facility? Yes No
02 Are the guidelines/ procedures displayed in a place where citizens can easily see or Ves (| No O

access them?
3 Does the facility have the complaints & compliments procedures in place ( how to Ves O No O

complain, feedback mechanisms, contact of person dealing with complaints,etc)?
04 Are there records that this facility undertakespatient satisfaction surveys as per DOH Ves O No (]

Essential measures?

Complaints & Compliments Management System 1 O 2 3 4] ggcv,vré'-volu.li{fg;i‘,e;h,faicro2232‘5546132,30;)%?6”‘5 Syt et i iy (i eppiesHe)

C|Summary of Findings and Recommendations

Performance Areas Key Findings Recommendations

i

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

I

Dignified Treatment

&

Cleanliness & Comfort

)

Safety

~

Opening & Closing Times

©

Complaints & Compliments Management System




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Justice (Court)
Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

District

Municipality

Street Address

GIS coordinates

Date of visit Type of visit Baseline I:l Improvements monitoring 1 3| 4 5 6
DD/MM/YYYY U L] | O L]
Details of Staff Member
First Name Email
Last Name Contact Details |Telephone
Gender Male I:l Female I:l Other
African Coloured Asian White
Race Disability Yes No
- O O [ -
Designation (level) Name of monitor
Performance Areas Comments
Location & Accessibility
According to your knowledge, how far do citizens from the 1-5km 6-10 km 11-15km | 16-20 km >20 km
{surrounding areas generally have to travel to get to this O O | |
facility? L]
i . <15 min 16-30 min 31-45 min 46- 1 hr >1hr
|According to your knowledge, how long does it take the O ] ] ] O
citizens from the surrounding areas to get to this facility?
|According to your knowledge, what mode of transport do Wwalk Public Private Other
citizens take to get to this facility? (I d d O
|Is there a ramp with rails in the front of the building to assist | d No d
citizens with disabilities & the elderly to access the building?
|When inside the facility, are there internal ramps to allow for O O
] . Yes No
ease of movement for the elderly & the disabled?
Location & Accessibility 1 I:l 2 I:l 3 I:l 4 I:l How would you rate accessibility and location of this facility

Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
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2 |Visibility & Signage
01 External signage: Is th_e_re visible signage on the roads or Ves ] No ]
paths leading to this facility?
- Externgl signage: Is there f_aC|I|ty_ _|dent|f|cat|on sighage at Ves O No O
the main gate/entrance of this facility?
23 External signage: Is there a signboard that contains Ves O No |
"~ |information on services?
24 Internal signage: Does the signage reflect the dominant Yes O No ]
“"|language(s) of the surrounding area?
Internal signage: Does the signage make provision to 0 O
25 L. -~ . . Yes No
accommodate citizens that are illiterate? i.e. visuals/symbols
26 Internal sighage: Does the_ signage inside direct citizens Ves O No |
where to go & for what service?
2.7 | Do facility staff wear name tags at all times? Yes O No
8 A_re the co_ntact detz_a!ls of the facility management clearly Ves d No d
displayed in the facility ?
s . How would you rate visibility & Signage of this facility
VISHENTaY & SEEEe 4 I:l 2 I:l & I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
i ?
31 Is thgre aqueue management system in place? If yes, Ves O No |
specify what kind of system
If you answered yes above, Is the queue management ] O
3.2|system effective (e.g. are the queues moving quickly, are Yes No
people shown the right queues, etc.) ?
Does the queue management make provision for the | O
3.3|elderly and citizens with disabilities, sickly including Yes No
pregnant women?
When inside the court, is there someone directing citizens to O O
3.4|where they need to sit/ to the court room where the case will| Yes No
be heard?
v TR @ Wi Tiies Q |:| 2 I:l 3 |:| 4 I:l How would you rate the facility's queue management system and waiting times

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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4 |Dignified Treatment
a1 Do you uphold the human dignity of citizens that utilise court Ves O No ]

services?
a2 When attendmg to citizens, do you address them in the Ves d No d

language of their choice?
43 Are you knowledgeable in your respective areas of Ves O No ]

expertise?
4.4\When attending to the citizens, are you professional? Yes ] No ]

A How would you rate Dignified treatment in the facility
RlEtilieatpent i I:l 2 I:l 2 I:l & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5 |Cleanliness & Comfort
5.1(Is the facility clean ? Yes |:| No |:|
5.2(Is the facility well maintained? Yes O No ]
5.3|Do the waiting areas have enough seating? Yes L] No ]
54 Is the office equipment (faxes, telephones, computers, air Ves | No |
"|conditioning) in working condition?

55 Are_ the_ ablution facilities / toilets clean and well Ves d No d

maintained?
56 Are the ablutl_on l_‘acnltles / toilets provided with the Ves d No d

necessary toiletries?

. How would you rate the Cleanliness & Comfort of the facility
Cleaniliess & Camniof i I:l 2 D g I:l & D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

6 |Safety
6.1|Do you feel safe in and around the facility? Yes Ll No ]
6.2|Are there security guards at the facility? Yes . No L]

Are there health & safety procedures displayed at the O O
6.3|facility, to assist in an emergency situation? i.e. evacuation Yes No

plan, fire extinguishers,emergency exits etc.
6.4|Does this office have a first aid kit in place? Yes O No L

Safety a |:| 2 I:l 3 |:| 4 I:l How would you rate the general level of safety at the facility

Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)

7



7 |Opening & Closing Times
71 Are the operatlonal_ Flmes displayed outside the main gate or Ves | No O
entrance to the facility?
7.2|Are the opening & closing times adhered to? Yes ] No O
Are there disruptions (to services) as a result of staff | d
7.3 . . Yes No
members taking tea breaks, lunch breaks or staff meetings?
. . " How would you rate the adherence to opening and closing times for this facility
Sy € Clesig Wies i I:l 2 I:l 2 D & I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8 |Complaints & Compliments Management System
5.1|!s there an identified/ labelled complaints & compliments P o ]
““|box / register in the facility?
82 A_r_e the gwdellnt_es/ procedures displayed in a place where Ves O No ]
citizens can easily see or access them?
Does the facility have the complaints & compliments O =
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
o4 Does this facility adhere to the 14 day turnaround time for Ves ] No |
"|replying to complaints?
. . How would you rate the complaints and compliments system at the facility (if applicable)
Complaints & Compliments Management System 1 I:l 2 I:l 3 I:l 4 |:| Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B [Sector Specific Standards: Court
1 Turnaround times: feedback to public regarding progress with their case. Tick the appropriate Comments
11 Do you have agreed r_lorms.and standards for turnaround times for feedback to public Ves [ N [
regarding progress with their case?
1o What is the average turnaround time for providing feedback regarding progress with cases to
“Imembers of the public by the court?
1.3|How do you monitor the turnaround time on cases? ves  [] No  []
2|Service charter Tick the appropriate Comments
2.1|Are you familiar with DOJCD service charter? ves  [] No ]
As per the service charter, citizens at domestic violence & maintenance service points should O ]
2.2|not wait longer than 2hours in the queue without being attended to, is this the practice in this |Yes No
facility?
»3 For d_omestlc violence, protection order is to be issued within 1 day of it being granted, is this Ves [ N [
practice adhered to?
2.4/ Does this court finalise maintenance orders within the specified 90 days? Yes  [] No []
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Justice (Court)
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone
Last Name gotm_?‘:t Email
etalls
Gender Male D Female D Other
African Coloured Asian White
Race D D E] D Disability Yes E] No :]
_— DD/MM/YYYY
Date of monitorin . ..
visit g Baseline visit ] Improvements monitoring 1 'l d4 s [3 | D
Name of Facility Name of Monitor
A|Performance Areas Comments
1|Location & Accessibility
- _ N 1-5 km 6-10 km 11-15 km 16-20 km >20 km
1.1{How long did it take you to get to this facility? | | ] O O
L ,|How far did you have to travel to get to this <1Smin | 16-30min | 314Smin | 46 1hr ZLh
2|facility? ] O ] O O
What mode of transport did you use to get to this| Walk Public Private Other
1.3|facility? How did you get citizens get to this ] ] ] ]
facility?
Is there a ramp in the front of the building to ] ]
1.4|assist citizens with disabilities & the elderly to Yes No
access the building?
When inside the facility, are there internal ramps ] ]
1.5|to allow for ease of movement for the elderly & Yes No

the disabled?

Location & Accessibility

How would you rate the visibility and signage of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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N

Visibility & Signage

,,|External signage: Is there visible signage on ves LJ No O
the roads or paths leading to this facility?
, ,|External signage: Is there facility identification | ] \o ]
~|signage at the main gate/entrance of this facility?
23 Exter.nal.5|gnag(.e: Is there a signboard that Ves J No J
contains information on services?
Internal signage: Does the signage reflect the OJ J
2.4 . . Yes No
dominant language(s) of the surrounding area?
Internal signage: Does the signage make 0] |
2.5\ provision to accommodate citizens that are Yes No
illiterate? i.e. visuals/symbols
- Ir_1t_erna| signage: Does the signage inside direct Ves ] No ]
citizens where to go & for what service?
2.7|Do facility staff wear name tags at all times? Yes ] No ]
”g Are the contact deta|ls_ of the fa_C|I|ty N Ves ] No ]
management clearly displayed in the facility ?
A . How would you rate the visibility and signage of this facility
SHaf 137 2 Sefies e 1 D 2 D 3 D = D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
i ?
31 Is there a queue management system in place? Ves O No O
If yes, specify what kind of system
If you answered yes above, Is the queue O 0
32 management system effective (e.g. are the Ves No
“|queues moving quickly, are people shown the
right queues, etc.) ?
Does the queue management make provision for | O
3.3|the elderly and citizens with disabilities, sickly Yes No
including pregnant women?
When inside the court, is there someone ] 0
3.4|directing you to where you need to sit/ to the Yes No
court room where your case will be heard?
Queue Management & Waiting Times 1 D 2 D 3 D 2 D How would you rate the facility's queue management system and waiting times

Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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IN

Dignified Treatment

Does staff uphold the human dignity of citizens

t . ves w U
41 that utilise court services? e °
4.2 Did the staff members address you in the Ves D No E]
"~ |language of your choice?
Do staff members seem to be knowledgeable D D
43| . . Yes No
with their work?
4.4|When attending to you, was staff professional? | ves  [J No O
A How would you rate Dignified treatment in the facility
Dignified Treatment 4 D z D e D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|Is the facility clean ? Yes ] No ]
5.2|ls the facility well maintained? Yes ] No ]
5.3|Do the waiting areas have enough seating? Yes L] No ]
54 Are the_ ablution facilities / toilets clean and well Ves ] No ]
maintained?
55 Are the ablution facilities / toilets provided with Ves ] No ]

the necessary toiletries?

Cleanliness & Comfort

2 []

How would you rate the facility's Cleanliness and Maintenance.
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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6|Safety
6.1|Do you feel safe in and around the facility? ves [] No J
6.2| Are there security guards at the facility? ves  [] No J
Are there health & safety procedures displayed ] ]
63 at the facility, to assist in an emergency Ves No
“|situation? i.e. evacuation plan, fire
extinguishers,emergency exits etc.
How would you rate the general level of safety at the facility
SR 1 D 2 D 8 D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
, 1|Are the operational times displayed outside the Ves ] No |
main gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? Yes ] No J
Are there disruptions (to services) as a result of ] O
7.3|staff members taking tea breaks, lunch breaks or| Yes No
staff meetings?
’ . ) How would you rate the adherence to opening and closing times for this facility
Opening & Closing Times 4 D z D D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
g4|!S there an identified/ labelled complaints & ves [J No J
compliments box / register in the facility?
Are the guidelines/ procedures displayed in a ] .
8.2|place where citizens can easily see or access Yes No
them?
DUOTS UTT lablllly TTave e \.,Ulllplallllb oL
compliments procedures in place ( how to ] ]
8.3 . K Yes No
complain, feedback mechanisms, contact of
narcnn daalina wiith r\nmnlair\h? nh\\’). -
In cases where you've complained, did this ] .
8.4|facility adhere to the 14 day turnaround time for Yes No
replying to complaints.
Complaints & Compliments Management System 1 D 5 D 3 D 2 D How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Justice (Courts) Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name

Department

Persal Number

Telephone
Contact q
Details  |E"Mall

Other

Name of Facility

Date of visit DD/MM/YYYY Baseline [} Improvements monitoring 1 PY o I o O O () O
Gender male [] Female []
fi Coloured hi
Race A&an e ‘ fstan i Disability Yes |:| No |:|
A|Performance Areas Comments
1|Location & Accessibility
1-5 km 6-10 km 11-15 km 16-20 km >20 km
11 According to your knowle_dge, _h_ow far do citizens from the surrounding areas generally | [T] (] (|
have to travel to get to this facility? O
- ] - ] <15 min 16-30 min 31-45 min 46- 1hr >1hr
According to your knowledge, how long does it take the citizens from the surrounding O O
1.2 . L
areas to get to this facility?
13 According to your knowledge, what mode of transport do citizens take to get to this Walk Public Private Other
-3 |tacility? O O O O
14 Is there a ramp in the front of the building to assist citizens with disabilities & the Ves O No O
“"|elderly to access the building?
15 When inside the facility, are there internal ramps to allow for ease of movement for the Yes O No O
~|elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility 1 24 3 4 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
21 Ext_e_rnal signage: Is there visible signage on the roads or paths leading to this Ves O No O
facility?
22 E>_<tern§_l signage: Is there facility identification signage at the main gate/entrance of Ves O No O
this facility?
2.3 |External signage: Is there a signboard that contains information on services? Yes O No O
24 Internal signage: Does the signage reflect the dominant language(s) of the Yes (| No (]
surrounding area?
25 _In_ternal s_igna_ge: Does the signage make provision to accommodate citizens that are ves O No O
illiterate? i.e. visuals/symbols
26 Inter_nal signage: Does the signage inside direct citizens where to go & for what ves O No O
service?
2.7|Do facility staff wear name tags at all times? Yes |:| No |:|
2.8|Are the contact details of the facility management clearly displayed in the facility ? Yes O No O




Visibility & Signage

fp |

3

How would you rate the visibility and signage of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Queue Management & Waiting Times

w

1

Is there a queue management system in place? If yes, specify what kind of system

32

If you answered yes above, Is the queue management system effective (e.g. are the
queues moving quickly, are people shown the right queues, etc.) ?

No

33

Does the queue management make provision for the elderly and citizens with
disabilities, sickly including pregnant women?

3.4

When inside the court, is there someone directing citizens to where they need to sit/
court room where the case will be heard?

No

Queue Management & Waiting Times

How would you rate the facility's queue management system and waiting times
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

N

Dignified treatment

4.

N

According to your observation, does staff uphold the human dignity of citizens that
utilise court services?

No

4.2

According to your observation, do staff members address citizens in the language of
their choice?

No

43

According to your observation, do staff members seem to be knowledgeable with their
work?

No

4.4

When attending to the citizens, is staff professional?

ol og|o

No

Dignified treatment

P

3

How would you rate Dignified treatment in the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

o

Cleanliness & Comfort

5.1

Does the facility appear clean ?

No

52

Is the facility well maintained?

No

53

Do the waiting areas have enough seating?

No

5.

»

Is the office equipment (faxes, telephones, computers, air conditioning) in working
condition?

No

55

Are the ablution facilities / toilets clean and well maintained?

No

5.6

Are the ablution facilities / toilets provided with the necessary toiletries?

gl O 0 oo o

No

Cleanliness & Comfort

s

How would you rate the facility's Cleanliness and Maintenance.
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

)

Safety

6.1

Do you feel safe in and around the facility?

No

6.2

Are there security guards at the facility?

ad

No

a

6.

w

Are there health & safety procedures displayed at the facility, to assist in an
emergency situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.

No

o

4

Does this office have a first aid kit in place?




Safety

fp |

2O s

Py

How would you rate the general level of safety at the facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Opening & Closing Times

7.1

Are the operational times displayed outside the main gate or entrance to the facility?

ad

No

7.2

Are the opening & closing times adhered to?

7.

w

Are there disruptions (to services) as a result of staff members taking tea breaks, lunch

breaks or staff meetings?

O

No

Opening & Closing Times

How would you rate the adherence to opening and closing times for this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

Complaints & Compliments Management System

8.1

Is there an identified/ labelled complaints & compliments box / register in the facility?

No

8.

N

Are the guidelines/ procedures displayed in a place where citizens can easily see or
access them?

No

8.

w

Does the facility have the complaints & compliments procedures in place ( how to
complain, feedback mechanisms, contact of person dealing with complaints,etc)?

No

8.

n

Does this facility have a record / register of complaints?

gl oo O

No

B8

Complaints & Compliments Management System

2O 3O

How would you rate the complaints and compliments system at the facility (if applicable)
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

(e}

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

IN

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

®

Complaints & Compliments Management System

©

Sector Specific Standards

10

Are there any good practises / procedures to be noted?




The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Home Affairs

Staff Questionnaire

Visit Reference Number

Details of FSD Monitoring Site

Name of Facility

Type of facility

Large office

O

Medium office

Small office

Other:

District

Municipality

Street Address

GIS coordinates

Date of visit DD/MMIYYYY Baseline — Improvements monitoring 1 2 [ 3 r O ' | O
Details of Staff Member

First Name Email

Last Name Contact Details |Telephone

Gender Male |:| Female |:| Other

— Afrig CIOZIIoured Asian White Disability Ves I:l No I:I
Designation (level) Name of monitor
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Performance Areas

Comments

[

Location & Accessibility

) - 1-5km 6-10 km 11-15 km 16-20 km >20 km
According to your knowledge, how far do citizens from ] ] ] ]
1.1|the surrounding areas generally have to travel to get ]
to this facility?
According to your knowledge, how long does it take <1Smin | 16-30min | 31-45min | 46-1hr >1hr
1.2|the citizens from the surrounding areas to get to this ] ] ] ] ]
facility?
L 5| According to your knowledge, what mode of transport Wwalk Public Private Other
~|do citizens take to get to this facility? ] ] ] ]
Is there a ramp with rails in the front of the building to O O
1.4|assist citizens with disabilities & the elderly to access Yes No
the building?
When inside the facility, are there internal ramps to ] =
1.5|allow for ease of movement for the elderly & the Yes No
disabled?
. - How would you rate accessibility and location of this facility
Lecziieon & Aescsstaliy a I:l 2 I:l d I:l o |:| Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
01 External signage: _Is there _V|5|bl_e_3|gnage on the Ves [ No [
roads or paths leading to this facility?
- E_xternal signage: Is there facility |dent_|f|cat|_o_n Ves O No O
signage at the main gate/entrance of this facility?
23 Externa_l signage: .Is there a signboard that contains Yes ™ No |
information on services?
24 Internal signage: Is there a signboard that contains Yes No
““linformation on costs? ] 0O
Internal signage: Does the signage reflect the ™ ™
25 . . Yes No
dominant language(s) of the surrounding area?
Internal signage: Does the signage make provision =
2.6/to accommodate citizens that are illiterate? i.e. Yes No Ol
visuals/symbols
7 Ir.1t.ernal signage: Does the signage inside direct Ves | No ]
citizens where to go & for what service?
2.8 Do facility staff wear name tags at all times? ves  [] No ™
. Are the c_:ontact d_etalls of thg facility management Ves | No |
clearly displayed in the facility ?
Visibility & Signage a |:| 2 |:| . |:| 4 I:l How would you rate visibility & Signage of this facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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3|Queue Management & Waiting Times
a1 Is there a queue management system in place? If Ves (I No (I
“|yes, specify what kind of system
If you answered yes above, Is the queue | ]
. management system effective (e.g. are the queues Ves No
“Imoving quickly, are people shown the right queues,
etc.) ?
Does the queue management make provision for the |:| O
3.3|elderly and citizens with disabilities, sickly including Yes No
pregnant women?
Queue Management & Waiting Times 1 I:l 2 I:l 3 I:l 4 I:l gsg:iu_lcl)(/;;;tre 2tt;:eaifracéli(t;(/)‘(s)(;qu“etjlzrr;r;zr;%iment SPASUEI R IRIES
Dignified Treatment
a1 Do you treat citizens with friendliness, dignity and Ves O No ]
respect?
4.2|Do you assist citizens in the language of their choice? | Yes ] No ]
43 Are you knowledgeable in your respective areas of Ves O No ]
expertise?
44 When attending to the citizens, are you efficient (i.e., Ves O No ]
did what they needed to do promptly)?
L How would you rate Dignified treatment in the facility
Rlopiicdyeatnt 4 I:l 2 I:l g I:l 4 I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5(Cleanliness & Comfort
5.1|ls the facility clean ? ves L] No ™
5.2|Is the facility well maintained? Yes O No ]
5.3| Do the waiting areas have enough seating? Yes L] No 1
5.4|!S the office equipment (faxes, telephones, ves | o ]
"'|computers, air conditioning) in working condition?
5 5|Are the ablution facilities / toilets clean and well ves | No O
~|maintained?
5 o|Are the ablution facilities / toilets provided with the ves | No O
“Inecessary toiletries?
Cleanliness & Comfort a |:| 2 |:| g |:| 4 I:l How would you rate the Cleanliness & Comfort of the facility

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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6|Safety
6.1|Do you feel safe in and around the facility? Yes Ll No L]
6.2|Are there security guards at the facility? Yes O No L]
Are there health & safety procedures displayed at the ™ |
63 facility, to assist in an emergency situation? i.e. ves No
“|evacuation plan, fire extinguishers,emergency exits
etc.
6.4| Does this office have a first aid kit in place? Yes 0 No O]
How would you rate the general level of safety at the facility
Sriy 4 I:l 2 I:l 3 I:l 4 I:l Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
71 Are the operational times Q|§played outside the main Ves ] No ]
gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? Yes ] No ]
Are there disruptions (to services) as a result of staff ] O
7.3lmembers taking tea breaks, lunch breaks or staff Yes No
meetings?
. . . How would you rate the adherence to opening and closing times for this facility
Cppteniing & Ellosiing TmEs 4 I:l 2 I:l g I:l 4 I:l Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
81 Is there an identified/ labelled complaints & Ves No
“|compliments box / register in the facility?
8o Are the guidelines/ procedures displayed in a place Ves 0O No ]
“Iwhere citizens can easily see or access them?
Does the facility have the complaints & compliments ] ]
8.3|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
Comlkiis @ ComplmeEs MEmms e Sy a |:| 2 |:| g |:| 4 I:l How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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B|Sector Specific Standards: Home Affairs
1|Service charter Tick the appropriate Comments
1.1| Does this office have the service charter in place? ves  [] No [
2|Turnaround times for issuing ldentity Documents (ID) Tick the appropriate Comments
Do you have agreed norms and standards for turnal i issui i
i1 y g _ _ _ round times for issuing ldentity Ves ] N
Documents (ID) for this service office?
1.2| Are the targets for issuing of IDs are realistic and achievable? ves  [] No [
1.4|Do you have a system, for monitoring the turnaround times on applications? ves  [] No [
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier:

Province

Frontline Service Delivery Monitoring: Home Affairs
Citizen Questionnaire

Visit Reference Number

Details of Citizen

First Name Telephone
Last Name Contlact Email
Details
Gender Male [E] Female [5] Other
African Coloured Asian White
Race D D D D Disability Yes E] No :]
- DD/MM/YYYY
Date of t . .
Viz;fo monitoring Baseline visit E] Improvements monitoring 1 ] [ 4 s ] | ]
Name of Facility Name of Monitor
Performance Areas Comments
1|Location & Accessibility
1-5 km 6-10 km 11-15km 16-20 km >20 km
11 |How long did it take you to get to this facility? O O ] O O
. . <15 min 16-30 min 31-45 min 46- 1 hr >1hr
How far did you have to travel to get to this
L2 eacility? J O] ] ] ]
acility?
s |What mode of transport did you use to get to this Wwalk Public Private Other
° racility? O O O O
Is there a ramp in the front of the building to ] ]
1.4 assist citizens with disabilities & the elderly to Yes No
access the building?
When inside the facility, are there internal ramps ] ]
15 to allow for ease of movement for the elderly & Yes No

the disabled?

Location & Accessibility

1 D 2

O

How would you rate accessibility and location of this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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N

Visibility & Signage

1 External signage: Is there V|5|_ble signage on Ves ] No ]
the roads or paths leading to this facility?
, ,|External signage: Is there facility identification ves ] \o ]
“|signage at the main gate/entrance of this facility?
23 Exter.nal.5|gnagg: Is there a signboard that Yes O No O
contains information on services?
Internal signage: Is there a signboard that
. s . Y N
24 contains information on costs? es ] © [
Internal signage: Does the signage reflect the O O
25 . . Yes No
dominant language(s) of the surrounding area?
Internal signage: Does the signage make ] O
2.6|provision to accommodate citizens that are Yes No
illiterate? i.e. visuals/symbols
b7 Ir_1t_erna| signage: Does the signage inside direct Ves ] No ]
citizens where to go & for what service?
2.8| Do facility staff wear name tags at all times? Yes ] No ]
. Are the contact detalls. of the faqhty N Ves ] No ]
management clearly displayed in the facility ?
s . How would you rate the visibility and signage of this facility
Mlitall 7 gz 4 D z D < D 4 D Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
i ?
31 Is there a queue mar!agement system in place? Ves | No O
If yes, specify what kind of system
If you answered yes above, Is the queue ] ]
- management system effective (e.g. are the Ves No
“|queues moving quickly, are people shown the
right queues, etc.) ?
Does the queue management make provision for | O
3.3|the elderly and citizens with disabilities, sickly Yes No
including pregnant women?
Queue Management & Waiting Times 1 D 2 D 3 D 2 D How would you rate the facility's queue management system and waiting times

Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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4 |Dignified Treatment
4l Do staff trea}t you ywth friendliness, dignity & Ves ] No 0
respect in this facility?
4 |Did the staff member address you in the ves ] \o ]
language of your choice?
43 Does st_aff seem knowledgeable in their Ves ] No 0
respective areas of expertise?
When attending to the citizens, is the staff D D
4.4/efficient (i.e., did what they needed to do Yes No
promptly)?
A How would you rate Dignified treatment in the facility
Dignified Treatment 4 D z D e D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5[Cleanliness & Comfort
5.1|Is the facility clean ? Yes ] No ]
5.2|ls the facility well maintained? Yes ] No ]
5.3|Do the waiting areas have enough seating? Yes L] No ]
54 Are the_ ablution facilities / toilets clean and well Ves ] No ]
maintained?
55 Are the ablution facﬂ_mes / toilets provided with Ves ] No ]
the necessary toiletries?
Sleenlfiess & Canlia 1 D 5 D 3 D 2 D How would you rate the facility's Cleanliness and Maintenance.

Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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6|Safety
6.1|Do you feel safe in and around the facility? Yes ] No ]
6.2|Are there security gaurds at this facility? Yes ] No ]
Are there health & safety procedures displayed ] ]
63 at the facility, to assist in an emergency Ves No
“|situation? i.e. evacuation plan, fire
extinguishers,emergency exits etc.
How would you rate the general level of safety at the facility
Safety 4 D z D e D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
, 1|Are the operational times displayed outside the Ves ] No |
main gate or entrance to the facility?
7.2|Are the opening & closing times adhered to? Yes ] No ]
Are there disruptions (to services) as a result of ] O
7.3|staff members taking tea breaks, lunch breaks or| Yes No
staff meetings?
. . ) How would you rate the adherence to opening and closing times for this facility
Cprziing & st imes 1 D 2 D D = D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Complaints & Compliments Management System
81 Is there an identified/ labelled complaints & Ves No O
“|compliments box / register in the facility?
Are the guidelines/ procedures displayed in a
8.2|place where citizens can easily see or access Yes No
them?
DUOTS TUTT lablllly TTAave uTT \.,Ulllplallllb [$4
compliments procedures in place ( how to
8.3 . K Yes No
complain, feedback mechanisms, contact of
narcnn daalina wuith camnlainte ate2
Complaints & Compliments Management System 1 D 2 D 3 D 2 D How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
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The Presidency: Department of Planning, Monitoring and Evaluation

Office of The Premier: Province

Frontline Service Delivery Monitoring: Home Affairs Monitor Questionnaire

Visit Reference Number

Details of Monitor

Name

Department

Persal Number

Telephone
Contact q
Details  |E"Mall

Other

Name of Facility

Date of visit DDIMM/YYYY Baseline ] \mprovements monitoring 1 P o P o WY ] () O o
Gender male [] Female []
fi Coloured i hi
Race African oloure ‘ Asian White Disability Yes D No D
A|Performance Areas Comments
1|Location & Accessibility
1 1|According to your observations, how far do most citizens from the surrounding areas 15 km EIO km 1115 km 16-20km > 20km
““|generally have to travel to get to this facility? O O O O
12 According to your observations, how long does it take the citizens from the surrounding <15 min 16:30 min 31-45 min |:4|6- Lhr > L
*“|areas to get to this facility?
13 According to your observations, what mode of transport do citizens take to get to this Walk Public Private Other
3 tacility? O O O O
14 Is there a ramp i_n '_the front of the building to assist citizens with disabilities & the elderly Ves O No O
to access the building?
15 When inside tr_\e facility, are there internal ramps to allow for ease of movement for the Ves O No O
elderly & the disabled?
. g How would you rate accessibility and location of this facility
ILereEiem & AesEssldiiy i | ‘2 D ‘3 O ‘4 | Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
2.1|External signage: Is there visible signage on the roads or paths leading to this facility? Yes O No O
22 E>_<tern§_l signage: Is there facility identification signage at the main gate/entrance of Yes O No O
this facility?
2.3 |External signage: Is there a signboard that contains information on services? Yes O No [
2.4|Internal signage: Is there a signboard that contains information on costs? Yes (| No O
25 Internal signage: Does the signage reflect the dominant language(s) of the Yes O No O
surrounding area?
26 Internal signage: Does the signage make provision to accommodate citizens that are ves [ No O
illiterate? i.e. visuals/symbols
27 Inter_nal signage: Does the signage inside direct citizens where to go & for what Yes O No O
service?
2.8|Are all staff members wearing name tags? Yes (| No (|
2.9|Are the contact details of the facility management clearly displayed in the facility ? Yes O No (|
o . O O O O How would you rate the visibility and signage of this facility
ViSbillyiedSinnane i 2 3 8 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Queue Management & Waiting Times

3.1|ls there a queue management system in place? If yes, specify what kind of system Yes O No O
32 If you answelred yes above, Is the queue management system effective (e.g. are the Yes O No O
queues moving quickly, are people shown the right queues, etc.) ?
e 8w O
Queue Management & Waiting Times O O O O e g o U T e o e

4|Dignified treatment
4.1|Does the staff treat citizens with friendliness, dignity and respect? Yes O No O
4.2 |When attending to citizens, do they address them in the language of their choice? Yes O No a
4.3|Are staff you knowledgeable in their respective areas of expertise? Yes O No O
44 \é\rlglr?]r;nell}l,;t’e?nding to the citizens, is the staff efficient (i.e., did what they needed to do Yes (] No O

0 O O kO Sl srle sy Ry el

5|Cleanliness & Comfort
5.1|ls the facility clean ? Yes O No O
5.2|Is the facility well maintained? Yes O No O
5.3|Do the waiting areas have enough seating? Yes O No a
5.4|Is the office equipment (faxes, telephones, computers, air conditioning) functioning? Yes | No (|
5.5|Are the ablution facilities / toilets clean and well maintained? Yes O No a
5.6|Are the ablution facilities / toilets provided with the necessary toiletries? Yes O No O

10 O O O R

6|Safety
6.1|Do you feel safe in and around the facility? Yes D No D
6.2|Are there security gaurds at this facility? Yes O No O
6.3 A_re there l_wealth & saf_ety proce(_iures (_:lispl_ayed at the facility, tq assist in an emergency Yes O No O

situation? i.e. evacuation plan, fire extinguishers,emergency exits etc.
6.4 |Does this office have a first aid kit in place? Yes | No (]
0 O O kO Sty alleple ot




Opening & Closing Times

7.1

Are the operational times displayed outside the main gate or entrance to the facility?

No

ad

7.2

Are the opening & closing times adhered to?

No

7.

w

Are there disruptions (to services) as a result of staff members taking tea breaks, lunch
breaks or staff meetings?

No

Opening & Closing Times

P

4

How would you rate the adherence to opening and closing times for this facility
Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

=)

Complaints & Compliments Management System

8.1

Is there an identified/ labelled complaints & compliments box / register in the facility?

No

8.

N

Are the guidelines/ procedures displayed in a place where citizens can easily see or
access them?

No

8.

w

Does the facility have the complaints & compliments procedures in place ( how to
complain, feedback mechanisms, contact of person dealing with complaints,etc)?

No

Complaints & Compliments Management System

30

4+

How would you rate the complaints and compliments system at the facility (if applicable)

Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

(]

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

[N

Location and Accessibility

N

Visibility & Signage

w

Queue Management & Waiting Times

IN

Dignified Treatment

o

Cleanliness & Comfort

o

Safety

~

Opening & Closing Times

®

Complaints & Compliments Management System

©

Sector Specific Standards

10

Are there any good practises / procedures to be noted?




