The Presidency: Department of Performance 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

GIS coordinates

Date of monitoring visit ‘

Type visit Bageline

Improvements momtorg visit 1

Improvements visit2 []

Improvements monitoring visit 3

[

Details of Staff Member

First Name

Last Name

Gender

Male []

Female

[}

Designation (Level)

Telephone

Contact Details E-mail

Other

African Coloured

Race

‘ Asian

‘ White

ves (]

Disability

Name of monitor

GENERIC PUBLIC SERVICE QUALITY OF SERVICE PERFORMANCE AREAS

A. Performance Areas

Comments

a Location & Accessibility

IS8

According to your knowledge, how long does it take the
citizens from the surrounding areas to get to this facility?

<15 min

16-30 min

31-45 min

46-1hr

>1hr

1.2

According to your knowledge, how far do citizens from the
surrounding areas generally have to travel to get to the
facility?

1-5 km

6-10 km

11-16km

17-20 km

>20 km

13

According to your knowledge, what mode of transport do
most citizens take to get to this facility?

Walk

Private

O

Public

O

Other

O

Is there a ramp with rails at the entrance of the building to

O

O

1.4|assist citizens with disabilities & the elderly to access the Yes No
building?
15| When inside the facility, are there provisions to allow ease Ves (] No (]
| of movement for the elderly & the disabled?
. . How would you rate accessibility and location of this facility
Lecaien & Aseessialliy 1 EI 2 D 3 D 8 EI Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2. |Visibility & Signage
21 External s_lgnage:_ls th(_e_re visible signage on the roads or Yes O No O
paths leading to this facility?
22 Extern_al signage: Is there f‘acmty» IQentlflcatlon signage at Yes (] No (]
the main gate/entrance of this facility?
External signage: Does the outside signboard contain D O
2.3 . . . Yes No
information on services & costs?
o4 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
Internal signage: Does the signage inside direct citizens O O
25 : Yes No
where to go & for what service?
2.6|Do facility staff wear name tags at all times? Yes O No O
,.7|Are the contact details of the facility management clearly Yes (] No (]
displayed in the facility ?
s . How would you rate the visibility & signage of this facility
Visiailisy & SEiEge 1 EI 2 D 3 D 8 EI 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
31 " . Y N
place? If yes, specify what kind of system. es [ ° O
32 If you answered yes above, Is the queue management Yes D No O
"~ |system effective (e.g. are the queues moving quickly)?
Does the queue management make provision for the O O
3.3|elderly, citizens with disabilities & sickly (including pregnant Yes No
women)?
3.4|ls there a help desk to assist citizens in filling forms? Yes No
-~ 3 How would you rate queue management & waiting times of this facilit
Queue Management & Waiting Times 1 EI 2 D 3 D 4 D Searr 1_4{1 Poor gFair 3 Googd 4Very guud)g 4
4. |Dignified Treatment
4.1|Do you treat citizens with friendliness, dignity and respect? Yes No




When attending to citizens, do you address them in the

: (0 ot ves N
42 language of their choice? s °
" Are you knowledgeable in your respective areas of Yes D No O
expertise?
" When attending to the citizens, are you efficient (i.e., did Yes D No O
what they needed to do promptly)?
P How would you rate dignified treatment in this facility
i) W L EI 2 D S D 8 EI Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5.|Cleanliness & Comfort
5.1|ls the facility clean ? ves [ N [
5.2|Is the facility well maintained? ves [J No O
5.3|Does the facility have a waiting area? Yes D No a
5 Is thg _offl_ce e_qulpme_nt (faxes_,_lelephones, computers, air Yes |:| No O
conditioning) in working condition?
5.5|Are the ablution facilities/ toilets clean? Yes D No O
56 |Are the ablution facilities provided with the necessary Yes O w O
toiletries?
. How would you rate cleanliness & comfort of this facility
Cllzzmiimess & e L EI 2 D S D 8 EI Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6.|Safety
6.1|Are there security guards at the facility? Yes O No O
6.2| Do you feel safe in and around the facility? Yes | No (]
6 Are there health & safety guidelines displayed at the facility, Yes |:| No (]
to assist in an emergency situation?
Are there internal access control measures around places
6.4|such as the cashier work stations, filling rooms, server & ves [] No |:|
strong rooms?
How would you rate safety of this facility
SEiEy 1 EI 2 D 3 D 8 D 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 |:| O
7 L Yes No
entrance of the facility?
7.2|Are the opening & closing times adhered to? Yes | No (]
Are there disruptions (to services) as a result of staff D O
7.3|members taking tea breaks, lunch breaks or attending staff Yes No
meetings?
. L How would you rate opening & closing times of this facility
Opening & Closing Times O RO s 4O Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8.|Complaints & Compliments Management System
Does the facility have the complaints & compliments O 0O
8 procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with
complaints,etc)?
s Are_there guidelines displayed in a place where citizens can Yes O No O
easily see or access them?
Is there a complaints & compliments box/ register in the O (]
8 i Yes No
facility?
8 D_oes the facility conduct citizen satisfaction surveys every Yes (] No (]
six months?
Complaints & Compliments Management System 1 D 2 D & D 4 D :gx:iu!iy(gl;?gre gopr;iprlaslnésogdcins/zlrl;wsggsdfystem Gl il (il
B. Sector Specific Standards
1|[Service standards Tick the appropriate Comments
1.1|Do you know about the national norms & standards for DLTCs? Yes [] [No O
1.2|If yes, are there adhered to? Yes [] |No (]
2|Turn around times for the issuing of licences
2.2|Is the 10 days turn around time for processing applications on licenses achievable/ realistic? Yes O No D
2.3|ls there a system for monitoring turnaround times on applications? Yes O No (]




The Presidency: Department of Performance Monitoring and Evaluation Office of The Premier: Province

. . . - Visit Reference Number
Frontline Service Delivery Monitoring: Transport (DLTC)

Citizen Questionnaire

Details of Citizen

First Name Telephone
Last Name Cunt_act E-mail
Details
Gender Male O Female O Other
o Alfr:mlan |:ICcJIoured ‘ Asian White Disability ves [ No OJ
Name of facility
Type of visit Baseline Visit |:| Improvements monitoring visitl |:| Izmprovements monitoring visit Improvements monitoring visit 3 |:|
Name of monitor Date of monitoring visit ‘
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
1-5km 6-10 km 11-15 16-20 km >20 km
1.2{How far did you have to travel to get to this facility? O O 'ﬁ
Walk Bus Taxi Other
1.3|What mode of transport did you use to get to this facility? |:| O O
1.4|'s there a ramp with rails at the entrance of the building to assist Ves (| No (|
""|citizens with disabilities & the elderly to access the building?
15| When inside the facility, are there internal ramps to allow for ease | (| No (|
"~|of movement for the elderly & the disabled?
. . How would you rate accessibility and location of this facility
Location & Accessibility 1 D 2 D 3 D 4 D 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 [ No O
leading to this facility?
22 External signage: Is there facility identification/ signboard at the Yes O No O
“|main gate/entrance of this facility?
23 External signage: Does the outside signboard contain Yes O No O
" |information on services & costs?
Internal signage: Does the signage make provision to O O
24 o - Yes No
accommodate citizens that are illiterate?
25 Internal signage: Does the signage inside direct citizens where Yes (| No O
to go & for what service?
2.6|Do facility staff wear name tags at all times? ves [ No O
27 Are the co_ntact delg_lls of the facility management clearly ves [ No O
displayed in the facility ?
o . How would you rate visibility & signage of this facility
Vikilalisy & SEiEEe 1 I:I 2 I:I 3 I:I 3 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
. - . ”
31 Does lhls_facmty ha_ve a queue management system in place? If ves [ No D
yes, specify what kind of system.
32 If you answered yes above, Is this effective (e.g. are the queues Ves O No O
““|moving quickly) ?
33 D_qes the queue m_qm_agement make provision for the elderly and ves O No O
citizens with disabilities?
34 Is there a forms assistant assigned to assisting citizens in filling Yes O No O
forms?
. . How would you rate queue management & waiting times in this facility
Queue Management & Waiting Times 1 I:I 2 D 3 D 4 D Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified Treatment
a1 Do_ _staff treat you with friendliness, dignity & respect in this ves O No O
facility?
4.2 |Did the staff member address you in the language of your choice? Yes O No O
43 D!d the staff member asss_tlng you seem to be knowledgeable ves O No O
with the work they were doing?
m When attending to you, was the staff member efficient (i.e., did Yes O No O
what they needed to do promptly)?




I How would you rate dignified treatment of this facility
IS Vet i I:I 2 I:I 3 I:I % 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? Yes O No (|
5.3|Do the waiting areas have enough seating? ves [ No (|
54 Is off_l(?e e;qmpment (faxes, te!ephones, computers, air ves O No O
conditioning) in working condition?
5.5|Are the facility's toilets clean and well maintained? ves [ No (|
5.6 |Are the ablution facilities provided with the necessary toiletries? Yes O No (|
. How would you rate cleanliness & comfort of this facility
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|Are there security guards at the facility? ves [ No (|
6.2| Do you feel safe in and around the facility? Yes O No (|
63 Are there health & safety guidelines displayed at the facility, to Yes O No [
"|assist in an emergency situation?
Are there access control measures around places such as the
6.4 . . Y N
cashier work stations? es [ ° (|
How would you rate safety of this facility
Salely i I:I Z I:I 3 I:I & I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
71 Are the opening and closm_g_ times displayed outside the main Yes O No O
gate or entrance of the facility?
72 According to your knowledge, are the opening & closing times Yes O No O
adhered to?
Did you (now or in the past) experience any disruption to service O
7.3 . Y N
due to tea breaks, lunch breaks or staff meetings? es ° -
. . . How would you rate opening & closing times of this facility
Cppmiig & Ctwsiing ies 1 I:I 2 I:I I:I 3 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Does the facility have the complaints & compliments procedures (| O
8.1|in place ( how to complain, feedback mechanisms, contact of Yes No
person dealing with complaints, etc)
8.2 Are there guidelines displayed in a place where you can easily Yes O No O
see or access them?
8.3|Is there a complaints & compliments box/ register in the facility? Yes O No (|
8.4 Have you ever been part of this facility's citizen satisfaction ves (| No O
| survey?
Complaints & Compliments Management System 1 I:I 2 I:I 3 I:I " I:I How would you rate complaints & compliments system of this facility

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




complain, feedback mechanisms, contact of person dealing with complaints,etc),

The Presidency: Department of Performance Monitoring and Evaluation Offce of The premier province
Viit Reference Number
Frontiine Service Delivery Manitoring: Transport (DLTC) Monitor Questionnalre
Details of Monitor
Name
Department
Persal Number
Gena
e EH =
- A Colourea Asian e — O - O
Telephone
Contact Details| -l
other
Name of Facity
Date of visit Baseline visit ] Improvements monitoring visit1 ] ‘Impmvemems monitoring visitz ] Improvements monitoring visita ]
A |Performance Areas Comments
#### | Location & Accessibility
SEmn | wsomn | shmm w5 1n >in
| Acoording to your knowledige, how long does it take the citizens from the surrounding m mn mn " o
areas to get to this facility?
sy | According to your knowledge, how far do citizens from the surrounding areas generally Lakm 610 km 115 km 16-20 km >20km
have to travel to get to the facility?
According to your observations, what mode of transport do most citizens take to get to this Walk Public Private Other
i O 0 O
facility?
Is there a ramp with rails at the entrance of the building to assist citizens with disabilities & D D
#### | the elderly to access the building? Yes No
When inside the facility, are there internal ramps to allow for ease of movement for the O O
###% | elderly & the disabled? Yes No
: _— How would you rate accessibility and location of this facility
Location & A lit a a a yim} -
GrmiEn & Auuaelilliy 1 2 3 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? ves O n O
5 2| External signage: Is there facilty dentiication signboard at the main gatelentrance to ves O w O
this facility?
2.3| External signage: Does the outside signboard contain information on services & costs ves O o O
2.4 Internal signage: Does the signage inside direct citizens where to go & for what service? ves O n O
Internal signage: Does the signage make provisions to accommodate citizens that are (] g
2. Yes No
illiterate?
2.6 Are facility staff wearing name tags? ves O n O
2.7| Are the contact details of the facility management clearly displayed in the facility 2 ves O n O
R O O O How would you rate visibility & signage of this facility
]
REIDIVES onace) 2 2 g Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 |Queue Management & Waiting Times
3,1/ Does this facility have a queue management system in place? If yes, specify what kind of Yes (] No (m]
| system.
If you answered yes above, Does it seem to be effective? (e.g. are the queues moving O ]
32|V Yes No
quickly, are people shown the right queues, efc.)
3.3 Does the queue management make provision for the elderly and citizens with disabilities? ves O n O
3.4Is there a help desk to assist citizens in fillng forms? ves O n O
O O O How would you rate queue management & waiting times in this facility
Queue Management & Waiting Times & 8 g 0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4 |Dignified Treatment
11| Acoording to your observation, do staff et citzens vith friendiiness, dignity & respect in w O . O
this facility?
42 |According (o your observation, do staff members address citizens in the language of their - O . O
choice?
4 3| Aecering o your bsenvaton, dosalf members seem o b knowiedgesble i thei - O . O
44| When attending to Giizens, are staff members efficient (.., did wha they needed to do - O . O
prompty)?
=) O O How would you rate dignified treatment of this facility
DioniECilicatneny 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1 | Does the facility appear clean? ves O n O
5.2 |Is the facility well maintained? ves O o O
5.3| Do the waiting areas have enough seating? ves O o O
5.4/ s office equipment (faxes, telephones, computers, air conditioning) in working condition? ves O o O
5.5| Are the facility's toilets clean and well maintained? ves O o O
5.6| Are the toilets suitably resourced? (e.g. have toilet paper, soap, hand towels) ves O o O
O O O O How would you rate cleanliness & comfort of this facility
Cleanliness & Comfort 1 2 3 @ Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|safety
6.1 | Are there security guards at the facility? ves O n O
6.2| Do you feel safe in and around the facility? ves O N O
63 Are there safety guidelines displayed at the facility, to assist citizens in an emergency Yes (] No (m]
situation?
.4|Are there access control meastrres around places such as the cashier work stations, fling | .~ [ w O
rooms, server & strong rooms?
O O O O How would you rate safety of this facility
safety 1 2 3 & Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|opening & Closing Times
; 2|Are the apening and closing imes displayed outside the main gate or entrance of the ves O w O
facility?
72 According to your observation at the time of the monitoring visit, were the opening & Yes (] No (m]
closing times adhered to?
;3| id you observe any disruption to service due to tea breaks, lunch breaks or staff ves O w O
meetings?
’ O O O O How would you rate opening & closing times of this facility
@paniing & @l i 4 2 b ° Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & C System
.1 | Does the facilty have the complaints & compiments procedures in place ( how to ves O w O




8.2 Are there guidelines displayed in a place where citizens can easily see or access them? ves O w8
8.3Is there a complaints & compliments box/ register in the facilty? ves O v O
8.4 Are there records that this facility citizen surveys? ves O n O
B ST 0 O (O O e e L
| summary of Findings and ions ( For during de-bri
Performance Areas Key Findings [Recommendations
1| Location and Accessibility
2| Visibiity & Signage
3| Queue Management & Waiting Times
4| Dignified Treatment
5| Cleaniness & Comfort
6| safety
7| Opening & Closing Times
8| Complaints & Compliments Management System
10| Are there any good practises / procedures to be noted?




The Presidency: Department of Performance Monitoring and Evaluation Office of The Premier: Province

Visit Reference Number
Frontline Service Delivery Monitoring: Education (School)

Staff Questionnaire

Details of FSD Monitoring Site

Name of School

District

Municipality

Street Address

GIS coordinates

- Baseline visit Improvements monitoring visit 1 . . -
Type of visit Improvements monitoring visit 2 O Improvements monitoring visit 3 O
Date of visit
Primary school Secondary School Combined School

Type of school Other D
Number of
registered learners
Details of Staff Member
First Name
Last Name Telephone
Gender Male Female -mail

D O Contact Details =il
Designation (Level) Other

African Coloured Asian White

Race ‘ Disabity s w0

Name of Monitor




Performance Areas

Comments

Location & Accessibility

. . <15min | 16-30min | 31-45min 46-1hr >1hr
. According to your knowledge, how long does it take the
“|learners from the surrounding areas to get to this school?  |[T] O O ] O
) 3k 4-10k 11-20k 20k
12 According to your knowledge how far do most learners skm " " ~zokm
“|reside? O O O (|
Walk Privat Publ othi
13 According to your knowledge, what mode of transport do ? rvate wote ©
| most learners take to get to this school? O O O (]

Is there a ramp with rails at entrances to the building to

1.4|assist learners/ parents (in cases where there is a need) to Yes No
access the school building?
15| When inside the school, are there provisions to allow ease of | (] o (]
~|movement for learners/ parents with disability?
P~ 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 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
External signage: Is there visible signage on the roads or (| (|
21 h . Yes No
paths leading to this school?
External signage: Is there visible signboard at the main
22 gnag . 9 Yes l:l No I:l
gate/entrance of this school?
Internal signage: Does the signage reflect the dominant
23 gnag signag ves O N O
language(s) of the surrounding area?
Internal signage: Does the signage inside direct learners/ O O
2.4|parents to where teaching or the administrative block areas Yes No
are?
Do teachers & administrative staff wear name tags at all
25|, 9 ves [ No O
times?
Are the contact details of the principal/ management
26| . L N Yes No
displayed in the administrative block? O O
How would you rate visibility & signage of this school
Vil & SEEEe 1 El 2 El 3 El e El Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Waiting areas
3.1|Is there an assembly point/s in the school? Yes O No O
Do learners have a designated seating area for lunch (| (|
3. Yes No
breaks?
™ How would you rate waiting areas of this school
patindlerces) O 0 sJ a0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Dignified Treatment

Does staff treat learners/parents with friendliness, dignity &

a1 )
respect at this school? Yes No
Is the medium of instruction in the school in line with that of
42 . Yes No
the region?
43 Are the teachers knowledgeable in their respective subject ves [ No O
areas?
How would you rate dignified treatment in this school
Dignified Treatment 0 0O s 4 Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1 [Does the school appear clean ? Yes O No (|
5.2|Is the school well maintained? Yes (| No (|
5.3|Are there enough desks & chairs in the class rooms? Yes |:| 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
Are the ablution facilities provided with the necessary
56| .
toiletries? ves [ No .
Are there adequate toilets for learners (girls & boys) in this (| (|
5.7 Yes No
school?
" How would you rate cleanliness & comfort of this school
@teanlitzsss & Genbioi O 20O sJ a0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1 | Are there security guards at the school? Yes O No O
6.2| Do you feel safe in and around the school? Yes O No O
o 5| Are there health & safety guidelines displayed at the school, ves (| No (|
"|to assist learners in an emergency situation?
6.4|Is there perimeter fencing in the school? Yes O No O
Safety 1 D > D 3 D 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

7.1| Does the school adhere to the school hours? Yes No
Are there disruptions to teaching time (i.e. staff meetings, (] (]
72 Yes No
etc)
How would you rate opening & closing times of this school
Opening & Closing Times O 0O s a0 Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|c &C System
Does this school have the complaints & compliments |:| |:|
8.1|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with complaints,etc)?
82 Are there guldellr_les displayed in a place where parents/ Yes |:| No O
learners can easily see or access them?
Is there a complaints & compliments box/ register in the |:| O
8.3 Yes No
school?
How would you rate complaints & compliments of this school
c & C System 1 O 2 O 3 O 4O Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B|Sector Specific Standards
1|Teacher attendance Tick the appropriate Comments
1.1|lIs teacher attendance recorded? ves [ |no O
1.1|{Does the school achieve the departmental norm for teachers to be at school teaching for 7 hours per day? ves [] |no (]
2|Workbook, textbook & stationery
2.1|Did the school order the textbooks & workbooks on time? ves [ |no D
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 D
3|Teaching support
3.1|Does the school have the necessary support material (faxes, computers, telephones, internet etc)? ves [ |no D
3.2|Does this school have a sports ground/s? Yes O No O
3.4| Does this school have a library/ science lab? Yes O No D




The Presidency: Department of Performance 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 Conlgcl Email
Details
Gender Male O Female O Other
African Coloured Asian White
Race ‘ ‘ D |:| Disability Yes |:| No |:|
Name of Facility Name of Monitor
Baseline visit Improvements monitoring visit 1
Type of visit Improvements monitoring visit 2 [] |improvements monitoring visit 3 O
Date of monitoring
visit
A Performance Areas Comments

1[Location & Accessibility

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

school building?

How long did it take you to get to this school?
’ S O] gl o|0Q
<3km 4-10km 11-20km >20km
How far did you have to travel to get to this school? w O O 0
h de of did h hool? Walk Private Public Other
What mode of transport did you use to get to this school?
port digy 9 O |0 o |d
Is there a ramp with rails at entrances to the building to assist (| (|
learners/ parents (in cases where there is a need) to access the Yes No

When inside the school, are there provisions to allow ease of ves (| o (|
movement for learners/ parents with disability?

Location & Accessibility 1 I:I 2 I:I 3 I:I 4 I:I

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

1



2|Visibility & Signage
External signage: Is there visible signage on the roads or paths
2.1 - d
leading to this school? ves [ No [
22 External S|gnage._ls there visible signboard at the main ves [ No [
gate/entrance of this school?
23 Internal signage: Does the_5|gnage reflect the dominant Yes (| No (|
language(s) of the surrounding area?
Internal signage: Does the signage inside direct learners/ parents |:| |:|
24 L2 - Yes No
to where the classes or administrative block areas are?
2.5|Do teachers & administrative staff wear name tags at all times? ves [ No [
Are contact details of the principal/ management displayed in the
2.6 . .
administrative block? ves [ No O
PR " How would you rate visibility & signage of this facility
Vit & Sz 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|Is there an assembly point/s in the school? Yes D No D
3.2|Do learners have a designated seating area for lunch breaks? Yes No
. How would you rate waiting areas of this facility
WG s 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Dignified Treatment
Does staff treat learners/parents with friendliness, dignity & respect (|
4. N Yes No
at this school?
" Is the medium of instruction in the school in line with that of the ves [ No [
region?
4.3|Are teachers knowledgeable in their respective subject areas? ves [ No [
Dignified Treatment 1 I:l P I:l 3 I:l 4 I:I How would you rate dignified treatment in this school

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

12



5.|Cleanliness & Comfort
5.1|Is the school clean? ves [ No [
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 in this school? Yes (| No (|

0 0 0O O e L ] e

6. |Safety
6.1|Are there security guards at the school? Yes D No D
6.2| Do you feel safe in and around the school? ves [ No [
e e =T
6.4|Is there perimeter fencing in the school? ves [ No [

safety O R0 0 RO Seore: 1-4.(1 Paor, 2 Fir 3 Goed, 4 very good)

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

10 0O 0 WO e et
8.|Complaints & Compliments Management System
Does this school have_ the complaints & compliments procedures in (| O
8.1|place ( how to complain, feedback mechanisms, contact of person Yes No
dealing with complaints,etc)?
- ?; ?:Srﬁygslgt;eolirgictgzglfﬁlsg ?in a place where parents/ learners Yes O |
8.3|Is there a complaints & compliments box/ register in the school? Yes O No (]
Complaints & Compliments Management System 1 I:I 2 I:I 3 I:I 4 I:I g:;::liu_ltisgupga;: ;oFr:iprlva:i%nésoidty:tzrr\zlri;::(t)z)of isichoe!
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Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

The Presidency: Department of Performance Monitoring and Evaluation Office of The Premier: Province
Visit Reference Number
Frontline Service Delivery Monitoring: Education (School) Monitor Questionnaire
Details of Monitor
Name
Department
Persal Number
e | O | e [ O]
- A Colourea sian Wnite ——
isabilty
s} O O v ™
Telephone
Contact
Details | Emall
Other
Name of Facility
Date of visit Baselinevisit [ Improvements monitoring visitl O Improvements monitoring visit 2 O Improvements monitoring visit 3 O
A |Performance Areas Comments
#### | Location & Accessibility
- - - Smn | mwomn | mem o >
According to your observation, how long does it take learners from the surrounding mn mn mn “"
areas to get to this facility?
S o FET BT
According to your observation how far do most learners travel to get o this school?
910 yol g O O O
According to your observation, what mode of transport do most citizens take to get to walk Bus Taxl Other
this facility? O O O
Is there a ramp with rails at entrances to the building to assist learners/ parents (in Vs O No O
cases where there is a need) to access the school building?
4| When inside the school, are there provisions to allow ease of movement for learners ves O w O
with disability?
: _— How would you rate accessibility and location of ths school
Location & Accessibility 0 O 0 40 e e 3 ona ey st
2| Visibility & Signage
2.1|External signage: Is there visible signage on the roads or paths leading to this school? ves O N O
2.2| External signage: Is there visible signboard at the main gate/entrance of this school? ves OJ N O
5 3| Internal signage: Does the signage reflect the dominant language(s) of the ves O N O
surrounding area?
5 4| Internal signage: Does the signage inside direct learners where the classes/ ves O w O
block areas are?
2.5|Do teachers & administrative staff wear name tags at all times? ves O N O
2.6|Are contact details of the principal/ displayed in the administrative block? ves OJ o O
Visihility & Signage .a |,O .0 Am) How would you rate visbility & signage of this school




Waiting areas

3.1|Is there an assembly point’s in the school? ves O oo O
3.2| Do learners have a designated seating area for lunch breaks? ves O oo O
waitng areas 0 [0 O O st o e g et
Dignified treatment
4.1|Does staff treat learners/parents with friendiness, dignity & respect at this school? w Y w O
4.2|1s the medium of instruction in the school in line with that of the region? Yes No ()
s SA;;]Q;;.:? o your observations, do teachers seem knowledgeable in their respective . O w O
Dignified treatment 0 L0 50 40 Seare 14 L Paor, 2P Good, Avery good)

5|Cleanliness & Comfort
5.1 Is the school clean? ves O v O3
5.2 Is the school well maintained? ves O v O3
5.3| Are there enough desks & chairs in the class rooms? ves O N O
5.4| Are the desks & chairs in good condition? ves O v O
5.5 Are the ablution facilities/ toilets clean? Yes D No D
5.6| Are the ablution facilities provided with the necessary toiletries? ves O No (]
5.7| Are there adequate toilets (for girls & boys) for learers in this school? ves O w O

Cleaniness & Comfor 0 [0 O O SRRl e

6|safety
6.1| Are there security guards at the school? ves O N O
6.2| Do you feel safe in and around the school? ves O N O
63 ::el[rézrnec;es?‘\‘l‘: ‘Aiz; zi’ely guidelines displayed at the school, to assist learners in an ves OJ No O
6.4|Is there perimeter fencing in the school? ves O v O

Safety 0 0 [0 plm] Seore 14 L Paor. 2 Fa, 3 Good. 4very good)

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

Opening & Closing Times 0 L0 50 40 L

8|c ints & Compli System

5.1/ D0es this school have the complaints & compiiments procedures in piace (how to w O o
complain, feedback mechanisms, contact of person dealing with complaints, etc)?
5. e there guidlines dispayed n a place where parents earers can easly see o v O w O
8.3 Is there a complaints & compliments box! register in the school? s & w O
Complaints & Compliments Management System .0 |,O0 .0 .0 How would you rate complaints & compliments system of ths school

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

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

%

Location and Accessibility

Visibility & Signage

Queue Management & Waiting Times

Dignified Treatment

Cleanliness & Comfort

Safety

Opening & Closing Times

Complaints & Compliments Management System




The Presidency: Department of Performance 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

O

O

Pay-point

Mobile

O

Date of visit

Improvements monitoring visit 1

Improvements monitoring visit 2 O ‘

Improvements monitoring visit 3 O

Details of Staff Member

First Name Telephone
Last Name Contact Email
Details

Gender Male O Female 0O Other

African Coloured Asian White —
Race [ u K |:I| Disability Yes |:| No [
Designation
(level)

Name of monitor




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 | >20 km
the surrounding areas generally travel to get to the km
facility? O
1.2{ According to your knowledge, how long does it take <15 min | 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? (] O [ (]
1.4|ls there a ramp with rails at entrances to the building to O O
assist citizens with disabilities & the elderly to access Yes No
the building?
1.5|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
Loseiion & Azl L I:I 2 I:I S I:I & I:I Score: 1 -4 (1 Poor, 2 Average, 3 Good, 4 Very good)
2|Visibility & Signage
21 External signage: Is‘there_ ylSlbIe signage on the roads Yes O No O
or paths leading to this facility?
22 External signage: Is there facn]ny |dg_m|f|cat|on signage Yes (] No (]
at the main gate/entrance of this facility?
External signage: Does the outside signboard contain O O
23|, . . Yes No
information on services & costs
24 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
25 Ir?FernaI signage: Does the signage inside direct ves [ No O
citizens where to go & for what service?
2.6|Do facility staff wear name tags at all times? Yes O No O
27 Are the contact dgtalls of th_e facility management Ves (] No (]
clearly displayed in the facility ?
s . How would you rate visibility & signage of this facility
VI iy & SR 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Average, 3 Good, 4 Very good)
3 Queue Management & Waiting Times
i 2
31 Is thgre aqueue management system in place? If yes, 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 I:I O
3.3|elderly and citizens with disabilities, sickly including Yes No
pregnant women?
3.4|How much time do citizens spend on the queues before 1-15min| 16-30 min | 31-45min | 46-60 min ( > 60 min
" |being assisted?
35 Does this office have a customer help desk to assist Yes (| No (|
with queue management
Queue Management & Waiting Times 1 D 2 D 3 D 4 D How would you rate queue management & waiting times of this facility

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




4 Dignified Treatment
Do you treat citizens with friendliness, dignity and D O
4.1 Yes No
respect?
4.5 |When attending to citizens, do you address them in the Yes (] w O
language of their choice?
23 Are you knowledgeable in your respective areas of Yes O No O
expertise?
When attending to the citizens, are you efficient (i.e., do O
X Y N
44 what you need to do promptly)? s ° ]
. How would you rate dignified treatment in this facility
IDIEAITIER) T e 1 I:I 2 I:I 3 I:I 4 I:I Score: 1-4 (1 Poor, 2 Average, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|ls the facility clean ? ves [ N [
5.2Is the facility well maintained? ves [J No O
5.3| Do the waiting areas have enough seating? Yes D No a
54 Is_ the of_fl_ce gqulpment (_faxes, te_l_ephones, computers, Yes |:| No O
air conditioning) in working condition?
5 5| Are the facility's ablution facilities clean and well Yes O w O
maintained?
56 |Are the ablution facilities provided with the necessary Yes O w O
toiletries?
. How would you rate cleanliness & comfort of this facility
GleailiiEss & CemET 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 -4 (1 Poor, 2 Average, 3 Good, 4 Very good)
6|Safety
6.1|Are there security guards at the facility? Yes D No O
6.2| Do you feel safe in and around the facility? Yes D No (]
6.3|Are there health & safety guidelines displayed at the Ves O No (]
“|facility, to assist in an emergency situation?
How would you rate safety of this facility
Sy 1 I:I 2 I:I 3 I:I 4 I:I 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 |:| O
71 . o Yes No
main entrance of the facility?
7.2|Are the opening & closing times adhered to? Yes | No (]
Are there disruptions (to services) as a result of staff |:| O
7.3|members taking tea breaks, lunch breaks or attending Yes No
staff meetings?
Opening & Closing Times 1 D 2 D 3 D 4 D How would you rate opening & closing times of this facility

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




®

Complaints & Compliments Management System

Does the facility have the complaints & compliments D
procedures in place ( how to complain, feedback

81 mechanisms, contact of person dealing with Yes No
complaints,etc)
82 Are the _gyldelmes/ proc_:edures displayed in a place Yes |:| No O
where citizens can easily see or access them?
Is there a complaints & compliments box / register in |:| O
8.3 o Yes No
the facility?
. . How would you rate complaints & compliments of this facility
Complaints & Compliments Management System 1 I:l 2 l:l 3 l:l 4 l:l 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§ th!s SASSA O_fﬂce achieve this national target of 3 days turn around time on ves [ No [
applications for social grants?
1.4|ls there a monitoring system for turn around times on applications? ves [] No []




The Presidency: Department of Performance 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 gg:‘a‘?g[ Email
Gender Male Female EI Other
African Coloured Asian White
Race |:| D :I EI Disability Yes |:| No |:|
Improvemenls monitoring visit
‘?I:'KE of monitoring Baseline visit |:| 1 2 Improvements mom[o”tr's" Improvements monitoring visit 3 |:|
Name of Facility Name of Monitor ‘
A Performance Areas Comments
1[Location & Accessibility
1-5 km 6-10 km 11-15 16-20 km > 20 km
How long did it take you to get to this facility? 0 km
<15 min | 16-30 min | 31-45 min 46-1hr >1hr
How far did you have to travel to get to this facility? O
Walk Public Private Other
What mode of transport did you use to get to this facility? O O (| O
Is there a ramp in the front of the building to assist citizens with ves I o (|
disabilities & the elderly to access the building?
When inside the facility, are there internal ramps to allow for ease (] (]
N Yes No
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)

20



Visibility & Signage

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

2. . . ™ Ye: No I:I
leading to this facility? g
22 Ext_ernal signage: Is thgre faf:_lllty identification signage at the Ves (| No (|
main gate/entrance of this facility?
23 External signage: Does the outside signboard contain Ves O No O
"~ |information on services & costs
0 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
. Internal signage: Dc_)es the signage inside direct citizens where ves [ No O
to go & for what service?
2.6|Do facility staff wear name tags at all times? Yes O No O
,.|Are the contact details of the facility management clearly ves 1 No (|
displayed in the facility ?
o " How would you rate visibility & signage of this facility
Viiatlisy & S ems i I:I 2 I:I E I:I 4 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Queue Management & Waiting Times
R > .
a1 Is ther_e a queue management system in place? If yes, specify Ves (| No (|
what kind of system.
If you answered yes above, Is the queue management system O O
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 O
3.3|elderly and citizens with disabilities, sickly including pregnant Yes No
women?
4.4|HOW much time  did you spend on the queues before being 115 min | 16-30 min SET min | 46-60min | >60 min
" |assisted?
25 Does this office have a customer help desk to assist with queue Ves O No (|
management?
Queue Management & Waiting Times 1 I:I 2 I:I 3 I:I 4 I:I :gx:iu]i){f‘;;i‘:gi:: ?éﬁ%?ﬁ?rfgﬁﬁ:g;g fimes of i facilty
Dignified Treatment
a1 Do staff treat you with friendliness, dignity & respect in this Ves O No O
| facility?
4.2 |Did the staff member address you in the language of your choice? Yes (] No O
W3 Does staﬂ seem knowledgeable in their respective areas of Ves O No O
expertise?
" When attending to you, was the staff efficient (i.e., did what they Ves O No O
needed to do promptly)?
Dignified Treatment a I:I 2 I:I 3 I:I 4 I:I How would you rate dignified treatment of this facility

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

21



5|Cleanliness & Comfort
5.1|Is the facility clean ? Yes O No O
5.2|Is the facility well maintained? ves [ No O
5.3|Do the waiting areas have enough seating? Yes (] No O
4 Is the staff's equipment (faxes, telephones, computers, air Ves O No O
“"|conditioning) in working 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
How would you rate cleanliness & comfort of this facility
Cllanlliness & ot L I:I 2 I:I J I:I P I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6| Safety
6.1|Are there security guards in this facility? Yes (| No O
6.2 Do you feel safe in and around the facility? Yes O No O
63 Are there health & safety guidelines displayed at the facility, to Ves ] No (|
“|assist in an emergency situation?
How would you rate safety of this facility
iy 1 I:I 2 I:I 3 I:I P I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
71 Are the opening and closing times displayed on the main entrance ves [ No O
of the facility?
7.2| Are the opening & closing times adhered to? ves [ No O
Have you in the past/ now experienced disruptions (to services) O O
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
@peElic) & Elsiing iies 1 I:I 2 I:I I:I P I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Does the facility have the complaints & compliments procedures (| O
8.1|in place ( how to complain, feedback mechanisms, contact of Yes No
person dealing with complaints,etc)
o2 Are there guidelines displayed in a place where citizens can easily Ves O No O
see or access them?
8.3|Is there a complaints & compliments box / register in the facility? Yes No (|
@ ints & C . Sy a I:I 2 I:I 2 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)

22



The Presidency: Department of Performance 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 | Emall
Other
Gendé
ender Male | . Female | ]
Race A'”Ec]a" Qyred b ‘ E"]‘"’"E ‘ Disability Yes(J No O
Name of Facility
Date of visit |Ease\me visit O |Imprevemems monitoring visit1 [] ‘\mprnvemems monitoring visit2 [ ‘Impmvemems monitoring visit 3 [J
A|Performance Areas Comments
1[Location & Accessibility
11| According to your knowledge, how far o citizens from the surrounding areas generally L5 km E" km 1ASkm | 1620km | 2>20km
! | have to trave to get to the facility? O
A n <15 min 3Lasmin | 6 1hr >Thr
1| According to your observation, how long does it take the citizens from the surrounding (]
% | areas to get to this facility?
A - Walk Public Private Other
1.3| According to your observation, how do most citizens get to this facility? O
Is there a ramp with rails in the front of the building to assist citizens with disabiliies, the
14 - - . Yes No
elderly & the sickly incluing pregnant women to access the building?
1 5| When inside the faciiity, are there internal ramps to allow for ease of movement for the Ves o
| elderly & the disabled?
O How would you rate accessibility and location of this facility
Location & Accessibility 1 .0 -0 <0 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? vee O oo O
External signage: Is there facility identification signage at the main gate/entrance of O O
22| . Yes No
this facility?
2.3 |External signage: Does the outside signboard contain information on services & costs Yes o No =]
,.4|Internal signage: Does the signage make provision to accommodate citizens that are Yes (] No g
illterate?
5| Iternal signage: Does the signage inside direct ciizens where to go & for what ves I w O
service?
2.6/ Do facility staff wear name tags at all times? ves w O
2.7|Are the contact details of the facility management clearly displayed in the facility ? ves O No O
il How would you rate visibility & signage of this facility
RiERUVES 0pace .0 -0 -0 «0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




3|Queue Management & Waiting Times
— - o
5.1| Does this facility have a queue management system in place? If yes, specify what kind e O w 0O
of system.
5| you answered yes above, Is the queie management systemn effeciive (e.g. are the Ves (] o [}
2| queues moving quickly)?
5.5 Does the queue management make provision for the elderly, ciizens with disabilies & vee O w O
3| sickly (including pregnant women)?
3.4| According to your observation, how much time do citizens spend on the queues before 16:30min | 31.45min ﬁ'eﬂ min | >60min
4| being assisted?
35| Does this office have a customer help desk to assist with queue management? ves O oo O
N How would you rate queue management & waiting times of this facility
Queue Management & Waiting Times ,a | .0 | R e S B )
4|Dignified treatment
4.1 According to your observation, do staff reat citizens with friendiiness, dignity & respect . O v O
in this faciity?
4.2 | According to your observation, do staff members address citizens in the language of . O v O
their choice?
4 Accoring (o your bservatio, do saff members seem 0 b knowledgeable with e . O v O
4.4| When attending to citizens, are staff members efficient (ie., did what they needed o do | .~ [ v O
promptly)?
How would you rate dignified treatment of this facility
Dignified treatment .0 .0 .0 -0 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|Is the facility clean ? ves O No ]
5.2 1 the facility well maintained? ves O No ]
53| Do the waiing areas have enough seating? ves O w O
5.4| 1 the staf's equipment (faxes, telephones, computers, air conditioning) in working Ves g o (]
condition?
5.5| Are the facilty's ablution facilties clean and well maintained? ves oo O
5.6 | Are the ablution facilties provided with the necessary tolletries? ves oo O
O How would you rate cleanliness & comfort of this facility
MO d g= 0 -0 Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|safety
6.1| Are there security guards in this facility? ves O3 o o O
6.2| Do you feel safe in and around the facilty? ves O w O
Are there health & safety guidelines displayed at the facility, to assist in an emergency ves No O
situation?
satety .0 ,O .0 .0 How would you rate safety of this facility

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




7|opening & Closing Times
7.1| Are the opening and closing times displayed on the main entrance of the facility? ves O No (]
7.2| Are the opening & closing times adhered to? ves O No [m]
;5| During the time of the monitoring visit cic you experience disruptions to services as a Ve (] o [}

3| result of staff members taking tea breaks, lunch breaks or attending staff meetings?

. N How would you rate opening & closing times of this facility
@it B E = TS .0 -0 -0 +0 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

8|Complaints & Compliments Management System

1| Does the faciity have the complaints & compliments procedures in place ( how to ves a o ]
complain, feedback mechanisms, contact of person dealing with complaints, etc)
8.2| Are there guidelines displayed in a place where citizens can easily see or access them? ves O No ]
8.3|Is there a complaints & compliments box  register in the facility? v & w O
How would you rate complaints & compliments system of this facility
Complaints & Compliments Management System .0 .0 .| O o
C|summary of Findings and Recommendations.
Performance Areas Key Findings | Recommendations

1|Location and Accessibilty

2|Visibility & Signage

3| Queue Management & Waiting Times

4| Dignified Treatment

5|Cleanliness & Comfort

6| Safety

7|Opening & Closing Times

8| Complaints & Compliments Management System




The Presidency: Department of Performance 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

Improvements monitoring 2

Date of visit Type of visit Baseline |:| Ir:\op::;/:r:ger;!s |:| El Improvements monitoring 3 O
Details of Staff Member
First Name Email
Last Name Contact Details |Telephone
Gender male [] Female  [] Other
African Coloured Asian White
Race EI |:| ‘ Disability Yes |:| No |:|
Designation (level) Name of monitor
AlPerformance Areas Comments
1|Location & Accessibility
According to your knowledge, how far do citizens from the L5km | 6-10km 1-A5km | 16-20km | > 20 km
1.1|surrounding areas generally have to travel to get to this O O
facility?
- - - <15min | 16-30min | 31-45min | 46-1hr >1hr
12 According to your knowledge, how long does it take citizens O
““|from the surrounding areas to get to this facility?
15| According to your knowledge, what mode of transport do Walk Public Private Other
| citizens take to get to this facility? O O (] (]
14|'s there a ramp with rails in the front of the building to assist ves (] o (]
| 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
Locaion  Accessibily .0 LO O O Howauyou ratesecessly andacaton of




2|Visibility & Signage
5. External signage: Is th(_e_re visible signage on the roads or Yes O No O
paths leading to this facility?
22 Ext_emal signage: Is the_re faq]ny identification signage at the Yes (] No (]
main gate/entrance of this facility?
23 External signage: Does the outside signboard contain Yes O No O
" |information on services & costs?
24 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
25 Internal signage: Does the_5|gnage inside direct citizens ves [ No O
where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
27|Are the contact detg!ls of the facility management clearly Ves (] No (]
displayed in the facility ?
A N How would you rate visibility & Signage of this facility
Vi @ Ses O O | | Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
- — - >
a1 Does this f§C|I|ty hav_e a queue management system in place? Yes D No O
If yes, specify what kind of system.
32 If you answered yes above, Is the queue management system Yes No O
| effective (e.g. are the queues moving quickly)?
33 Does the queue management make provision for the elderly, Yes |:| No (]
| citizens with disabilities & sickly (including pregnant women)?
Queve Management & Waiting Times O .0 O LO How woud you rate the faclty' quess maragemet=ystam and vl tmes
4|Dignified Treatment
4.1|Do you treat citizens with friendliness, dignity and respect? Yes No
a2 When attending 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? ves [ No (]
s Wheln attending to the citizens, are you efficient (i.e., do ves 1 No O
what's needed promptly)?
How would you rate Dignified treatment in the facility
e iEstmEn: 1 I:I 2 I:I 3 I:I e I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
s.1|lIs the facility clean ? ves [ No O
5.2|Is the facility well maintained? ves [ No O
5.3| Do the waiting areas have enough seating? Yes O No a
4.4|!s the office equipment (faxes, telephones, computers, air ves O w 4
" conditioning) in working condition?
5.5|Are the facility's ablution facilities clean and well maintained? Yes O No O
6 Are the ablution facilities provided with the necessary Ves O No (]
" |toiletries?
How would you rate the Cleanliness & Comfort of the facility
Cleaniness & Comfort 0 O O O e ey e




Safety

6.1|Are there security guards at the facility? Yes a No O
6.2| Do you feel safe in and around the facility? Yes | No (]
45| ATe there health & safety guidelines displayed at the facility, ves (] o (]
"|to assist in an emergency situation?
64 Does this police station have a safe where work equipment, Ves O No O
“"|i.e guns and keys are locked?
How would you rate the general level of safety at the facility
Safety 1 I:I 2 I:I 3 I:I 4 I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
Are the operational times displayed outside the main gate or O O
7.1|entrance to the facility, especially for those services that are Yes No
not 24hrs?
7.2| Are the opening & closing times adhered to? Yes O No O
Are there disruptions (to services) as a result of staff O (]
7.3 - . Yes No
members taking tea breaks, lunch breaks or staff meetings?
N N How would you rate the adherence to opening and closing times for this facility
@EN) & GRSl UmES O O | .0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|cC jints & C System
Does the facility have the complaints & compliments D O
8.1|procedures in place ( how to complain, feedback Yes No
mechanisms, contact of person dealing with complaints,etc)
02 A_rg the guldellngsl procedures displayed in a place where Ves O No O
citizens can easily see or access them?
03 Is there a complaints & compliments box / register in the Yes O No (]
| facility?
N " How would you rate the complaints and compliments system at the facility (if applicable)
C ae SEEm OO | | Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
C|Sector Specific Standards: Policing
1|Average turnaround time to calls for assistance: Alpha, Bravo & Charlie Tick the appropriate Comments
11| Do you meet the target of 19 mins turn around time on Alpha calls? Yes ] N []
12| Do you meet the target of 24 mins turn around time on Bravo calls? ves  [] N []
1.3| Do you meet the target of 21 mins turn around time on Charlie calls? Yes ] N []
1.4|Are these targets achievable/ realistic? ves  [] N []
15|ls there a monitoring system for these response times? Yes  [] N []
2|Vehicles Tick the appropriate Comments
2.1|Does this police station have sufficient/adequate vehicles? Yes  [] N []
2.2|Is there a schedule for vehicle maintenance? ves  [] N []




The Presidency: Department of Performance 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 Female I:I Other
African Coloured Asian White
Race ‘ |:| :I Disability Yes |:| No |:|
Name of Facility Name of Monitor
Date of baseline visit Baseline visit |:| Improvements momlD 1 Improvements monltonrD
Improvements monitoring 3 |:|
A|Performance Areas Comments
1|Location & Accessibility
1-5km | 6-10 km 11-15|16-20 km| > 20 km
1.1{How long did it take you to get to this facility? km O
<15 min | 16-30 31-45 | 46-1hr >1hr
1.2|How far did you have to travel to get to this facility? min E"l |
Walk Public | Private | Other
1.3|What mode of transport did you use to get to this facility? O O O O

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

O

|

1.4|citizens with disabilities & the elderly to access the Yes No
building?
15| When inside the facility, are there internal ramps to allow Ves O No [
| for ease of movement for the elderly & the disabled?
How would you rate accessibility and location 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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2|Visibility & Signage
External signage: Is there visible signage on the roads or
21 . . . Yes No
paths leading to this facility? O 0
External signage: Is there facility identification signage at
22 N . . Yes No
the main gate/entrance of this facility? O 0
23 !Externa! signage: ‘Does the outside signboard contain ves [ v [
information on services & costs?
Internal signage: Does the signage make provision to
2.4 L - Yes No
accommodate citizens that are illiterate? O L
Internal signage: Does the signage inside direct citizens
25 . Yes No
where to go & for what service? - 0
2.6| Do facility staff wear name tags at all times? ves [ N [
27 A_re the co_ntact detz_a_us of the facility management clearly ves [ v [
displayed in the facility ?
s " How would you rate the visibility and signage of this facility
Viglalliy & SEese L I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
Is there a queue management system in place? If yes, D
3.1 X X 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, are Yes No
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 1 I:I 2 I:I 3 I:I 4 I:I gg‘\)lvr::lolu_li(ylo;;g:ezt:i:aglhé(y)'osdqtie\blgryggiiimem S eingiines
4|Dignified Treatment
a1 D(_) sta_ff_ treat you with friendliness, dignity & respect in ves [ v [
this facility?
a2 D|d_the staff member address you in the language of your ves [ v [
choice?
43 Does sta_f'f seem knowledgeable in their respective areas ves [ v [
of expertise?
” Whe_n att&_endlng to you, was the facility staff member ves [ v [
efficient (i.e., did what they needed to do promptly)?
Dignified Treatment 1 I:I 2 I:I 3 I:I 4 I:I 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| Does the facility appear clean? ves [ no [
5.2|Is the facility well maintained? ves [ no [
5.3| Do the waiting areas have enough seating? ves [ v [
4 Is thg _of'n_ce e_qmpme_nt (faxes_,_ telephones, computers, air Yes O No [
conditioning) in working condition?
5.5||s there working air conditioning / heating in the facility? ves [ no [
5.6| Are the facility's toilets clean and well maintained? ves [ no [
- - > -
. Are the toilets suitably resourced? (e.g. have toilet paper, ves [ v [
soap, hand towels)
How would you rate the facility's Cleanliness and Maintenance.
Cllznlliness & Cermimi L I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Are there security guards at the facility? ves [ v [
6.2| Do you feel safe in and around the facility? ves no [
63 Are_ther_e_ safet_y guidelines dlspla_yed _at the facility, to ves [ v [
assist citizens in an emergency situation?
How would you rate the general level of safety at the facility
iy 1 I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
Are the operational times displayed outside the main gate O
7.1|or entrance to the facility, especially for those services Yes No
that are not 24hrs?
72 According to your knowledge, are the operating hours Ves O No [
adhered to?
73 Did you (now or in the past) experience any disruption to Ves O No ™
| service due to tea breaks, lunch breaks or staff meetings?
How would you rate the adherence to opening and closing times for this facility
sttt & Elosting) mliies 1 I:I 2 I:I I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Does the facility have a complaints & compliments
- procedu_res in place ( how to compla!n, fegdback v [ No
mechanisms, contact of person dealing with
complaints,etc)
62 A_r_e the guldehngsl procedures displayed in a place where Yes O v [
citizens can easily see or access them?
03 Is there a complaints & compliments box / register in the Yes a No |:|
| facility?
Complaints & Compliments Management System 1 I:I 2 I:I 3 I:I 4 I:I 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 Performance Monitoring and Evaluation

Office of The Premier: Province

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

Visit Reference Number

Details of Monitor

Name
Gender
Male ] Female O
Race Aﬁa" C&“]‘"ed el W"'E] Disability ves (D No O
Persil Number
Telephone
Contact
Details ~ [E-mall
Other
Name of Facility
Date of visit Baseline visit O Improvements monitoring visit 1 [] |Improvements monitoring visit2 [ Improvements monitoring visit3  []
Performance Areas Comments

Location & Accessibility

X X -5 km 10 km 11-15 km 20km | 220 km
According to your observation, how far do citizens from the surrounding areas generally
have to travel to get to the facility? O
According to your observations, how long does it take the citizens from the surrounding <E]m"‘ 16:30min | 31-45 min ﬁ Lhr i]l hr
areas to get to this facility? = O
According to your observation, how do most citizens get to this facility? Walk | Public Private Other
Is there a ramp with rails in the front of the building to assist citizens with disabilities & ves O o
the elderly to access the building?
When inside the facility, are there internal ramps to allow for ease of movement for the ves o
elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility ,a .0 .0 pim| 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? ves O N O
2.2| External signage: Is there visible signage at the main gatefentrance to this facility? ves OJ N O
5 3| Internal signage: Does the signage reflect the dominant language(s) of the ves O N O
surrounding area?
24 ilmt(::;\(aLsngnage: Does the signage make provision to accommodate citizens that are ves OJ No (]
5 5| Internal signage: Does the signage inside direct ciizens where 10 go & for what ves O w O
service?
2.6| Are all staff members wearing name tags? ves OJ N O
2.7| Are the contact details of the facility management clearly displayed in the facility 2 ves O N O
How would you rate the visibility and signage of this facility
Visibility & Signage ,d .0 s0 | Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




3 |Queue Management & Waiting Times
3.1Is there a queue management system in place? If yes, specify what kind of system Yes w O
If you answered yes above, Is the queue management system effective (e.g. are the O
32 Yes No
queues moving quickly, are people shown the right queues, etc.) ?
Does the queue management make provision for the elderly and citizens with (] (]
3. - L N N Yes No
disabilties, sickly including pregnant women?
How would you rate the facility's queue management system and waiting fimes
3 Queue Management & Waiting Times .0 |,O0 0 pim| Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4 |Dignified treatment
41| According to your observation, do staffteat citzens with friendiness, dignity & respect | [] w O
in this facility?
4 |According to your observation, do staff members address citizens in the language of w O w O
their choice?
23| EEGRG 1 Your bservaon, G S memers soen o be nowfedgestie i ok w O w O
44| When attending to Giizens, are staff members efficient (ie., did what they needed o do | [ w O
promptly)?
o O O O How would you rate Dignified treatment in the facility
Elanileclieatnens 1 2 3 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5| Cleanliness & Comfort
5.1| Does the facility appear clean? ves O o O
5.2| Is the facility well maintained? ves O N O
5.3| Do the waiting areas have enough seating? ves O o O
5.4 15 the office equipment (faxes, telephones, computers, air conditioning) in working ves O w O
condition?
5.5/ s there working air conditioning / heating in the facility? ves O o O
5.6| Are the facility's toilets clean and well maintained? ves O N O
Are the tolets suitably resourced? (e.g. have toilet paper, soap, hand towels) ves OJ N O
’ O O O How would you rate the facility’s Cleanliness and Maintenance.
EllzznlinG=s & Eamii 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|safety
6.1| Are there security guards at the facility? ves O N O
6.2| Do you feel safe in and around the facility? ves O N O
.3|Ave there safety guidelines displayed at the facilty, to assist ciizens in an emergency ves O w O
situation?
6 Does this police station have a safe where work equipment with security risks, (i.e guns Yes O No (]
4| and keys) are locked as per code of conduct
How would you rate the general level of safety at the facility
Safety ,3 .0 O 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




Opening & Closing Times

~
P

Are the operational times displayed outside the main gate or entrance to the facilty,
especially for those services that are not 24hrs?

Yes

O No

~
N

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

Yes

O No

~
w

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

a No

Opening & Closing Times

.a

;0

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

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

No

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

O No

O

Is there a complaints & compliments box / register in the facility?

Yes

No

Complaints & Compliments Management System

.0

.0 ;0

|

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

9

Location and Accessibility

Visibility & Signage

Queue Management & Waiting Times

IS

Dignified Treatment

Cleanliness & Comfort

Safety

~

Opening & Closing Times

Complaints & Compliments Management System




The Presidency: Department of Performance 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

|

Improvements monitoring 2

]

Date of visit Type of visit Baseline '1’""’“"9'"9"'5 monf—n 0 Improvements monitoring 3 O
Details of Staff Member
First Name Email
Last Name Telephone
Contact Details
Gender Male Female EI Other
r— African Coloured Asian White Disability Ves EI No EI

Designation (level)

Name of monitor




Performance Areas

Comments

Location & Accessibility

According to your knowledge, how far do citizens L5km 6-10km 1-A5km | 16:20km | > 20km
from the surrounding areas generally have to travel O O O O O
to get to this facility?
According to your knowledge, how long does it take | <iSmin | 16-30min | 31-45min 46- 1 hr >1hr
the citizens from the surrounding areas to get to this O O O
facility?

Walk Public Private Other

According to your knowledge, what mode of
transport do citizens take to get to this facility?

0o O

O

Is there a ramp with rails in the front of the building to

O

assist citizens with disabilities & the elderly to access No

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?

Location & Accessibility

O O

s O

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

B External signage: lls there lvisibllel signage on the ves [ No (|
roads or paths leading to this facility?

B External signage': Is there facility identjficatign Ves O No O
signage at the main gate/entrance of this facility?

23 External signage: Does the outside signboard Yes O No O
contain information on services & costs

,.4|Internal signage: Does the signage make provision | . [] o O
to accommodate citizens that are illiterate?

25 Ir_lt_emal signage: Does the signage inside direct ves [ No O
citizens where to go & for what service?

2.6| Do facility staff wear name tags at all times? Yes O No O

27 Are the contact dglalls of lh_e facility management Ves O No O
clearly displayed in the facility ?

Visibility & Signage .d ,O 5 [l Al How would you rate visibility & Signage of this facility

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




Queue Management & Waiting Times

Is there a queue management system in place? If

. . ‘ Y N
31 yes, specify what kind of system s °
If you answered yes above, Is the queue
management system effective (e.g. are the queues
32 . N . Yes No
moving quickly, 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

s O

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)

Dignified Treatment

Do you treat citizens with friendliness, dignity and

4, Y I:I N
respect? e © O
42 | When attending to citizens, do you address them in ves [ o O
the language of their choice?
43 Are you knowledgeable in your respective areas of ves [ No O
expertise?
When attending to the citizens, are you efficient (i.e., O
24| Y N
did what they needed to do promptly)? e ° O
- How would you rate Dignified treatment in the facility
Dignified Treatment O O - U - Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|ls the facility clean ? Yes D No |:|
5.2(Is the facility well maintained? ves [ No O
5.3| Do the waiting areas have enough seating? Yes (| No O
54| 'S the office equipment (faxes, telephones, veo I o O
computers, air conditioning) in working condition?
ss Are_ the_ facility's ablution facilities clean and well Ves (| No O
maintained?
6 Are the ablution facilities provided with the necessary Ves (| No O

toiletries?

Cleanliness & Comfort

. O

s O

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




o

Safety

6.1| Are there security guards at the facility? Yes No
6.2| Do you feel safe in and around the facility? Yes ] No ad
63 Are there health & safety guidelines displayed at the Ves O No O

facility, to assist in an emergency situation?

Safety

s O

<

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 " Yes No
gate or entrance to the facility?
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
7.3|members 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 O O - U - Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8[Ci & C System
Does the facility have the complaints & compliments O O
s procedures in place ( how to complain, feedback Ves No
mechanisms, contact of person dealing with
complaints,etc)
82 Are the guidelines/ procedures displayed in a place Yes O No
where citizens can easily see or access them?
s Is there a complaints & compliments box / register in Yes O No O

the facility?

C & C i System

s O

«

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)




Sector Specific Standards: MCCC

MCCC's Norms & Standards or Service Charter

Tick the appropriate

Comments

Does this facility have norms and standards or service charter in place?

No

Are these norms and standards/ service charter communicated to your clients ?

O

No

g

~n

Turnaround Times

Comments

Are there standards on turnaround times for making duplicate statements?

No

Are there standards on the time taken to provide reading and financial details on
electricity and water consumption?

Avre there turn around times on the period taken to provide details on a water leak?

Yes

No

Are there standards on the time taken to resolve a misallocation of a payment?

No

Are there prescribed turnaround times on the time taken to open a new municipal
services account — existing services?

No

N
=Y

Are there turn around times for the resolution of customer complaints/ compliments in
this Customer Care Centre?

Yes

oojgo|joNo|o

ggojojo|n

No




The Presidency: Department of Performance 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
Contact
Last Name Details Telephone
Gender Male Female I:I Other
African Coloured Asian White
Race |:| |:| ‘ |:| :I Disability Yes |:| No |:|
Name of Facility Name of Monitor
Date of visit Baseline |:| Improvements monitoring 1 Improvements monitoring 2 Improvements monitoring 3 |:|
| |
A Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15 | 16-20 km >20 km
L . . k
How long did it take you to get to this facility? | | O " O O
<15min | 16-30 min | 31-45min | 46-1hr >1hr
How far did you have to travel to get to this facility? O [ O
) ) Walk Public Private Other
What mode of transport did you use to get to this
facility? o 0o | O
Is there a ramp in the front of the building to assist O O
b citizens with disabilities & the elderly to access the Yes No
building?
When inside the facility, are there internal ramps to allow| . [] o
for ease of movement for the elderly & the disabled?
G 6 AsEEEsy q I:I 2 I:I 3 I:I 4 I:I 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
o1 External signage: IS. thergynsmle signage on the roads ves [ v [
or paths leading to this facility?
External signage: Is there visible signage at the main
22 . e Yes No
gate/entrance to this facility? O 0
23 Inte(nal signage: Does the signage (eflect the ves [ v [
dominant language(s) of the surrounding area?
o4 Internal signage: Does the signage make provision to Yes | No |
"’|accommodate citizens that are illiterate?
Internal signage: Does the signage inside direct
25| .. . Yes No
citizens where to go & for what service? - 0
2.6|Are all staff members wearing name tags? Yes |:| No |:|
27 A_re the co_ntact detz_a_us of the facility management clearly ves [ v [
displayed in the facility ?
How would you rate the visibility and signage of this facility
VAL & SRR L I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Queue Management & Waiting Times
i ?
a1 Is thgre aqueue management system in place? If yes, Ves [ 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
33 ™ P, Y N
elderly and citizens with disabilities? s ° I:I
Quee Management & Waiting Times 0O .0 0O O e e T T Sy S T 7
Dignified Treatment
a1 D(_) sta_ff_ treat you with friendliness, dignity & respect in ves [ v [
this facility?
4| Did the staff member address you in the language of ves 1 w
your choice?
43 Does staff seem knowledgeable in their respective Ves |:| No I:l
areas of expertise?
” When attending to the citizens, is the staff efficient (i.e., Ves |:| No |:|
did what they needed to do promptly)?
Dignified Treatment q I:I 2 I:I 3 I:I 4 I:I How would you rate Dignified treatment in the facility

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

a1



5|Cleanliness & Comfort
5.1|Is the facility clean ? ves [ no [
5.2|Is the facility well maintained? ves [ N [
5.3| Do the waiting areas have enough seating? Yes (. No O
4 Is the office equipment (faxes, telephones, computers, Ves (| No [
“"|air conditioning) in working condition?
5 5| Are the facility’s ablution faciliies clean and well ves 1 w
~|maintained?
5 5 | Are the ablution facilities provided with the necessary ves 1 w
" |toiletries?
. How would you rate the facility's Cleanliness and Maintenance.
Cllzmiiness & @ L I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1|Are there security guards at the facility? Yes O no [
6.2|Do you feel safe in and around the facility? Yes | N [
o3| Are there health & safety guidelines displayed at the ves (| w
| facility, to assist in an emergency situation?
How would you rate the general level of safety at the facility
Sy 00 0 O Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
L 4|Are the operational times dl|lsplayed outside the main Ves O v [
gate or entrance to the facility?
7.2| Are the opening & closing times adhered to? ves [ v [
Are there disruptions (to services) as a result of staff O O
7.3|members taking tea breaks, lunch breaks or staff Yes No
meetings?
. . . How would you rate the adherence to opening and closing times for this facility
Cppenig & Cllesig WS P L 0 O Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Ci i & C i 1t System
Does the facility have the complaints & compliments O O
61 procedures in place ( how to complain, feedback Ves No
“Imechanisms, contact of person dealing with
complaints,etc)
62 Are the gwdehnesl proc_:edures displayed in a place Ves O v [
where citizens can easily see or access them?
03 Is there a complaints & compliments box / register in the Ves d No (|
| facility?
Complaints & Compli \ts Mar System 1 I:I 2 I:I 3 I:I 4 I:I 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 Performance 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

Details  [E-mall

Other

Name of Facility

Date of visit

Improvements monitoring 1

Improvements monitoring 2 O Improvements monitoring 3

Gender wae (]

‘African Caloured
Race

[— O ‘ &)

A|Performance Areas

Comments

1|Location & Accessibility

11| According to your observations, how far do most citizens from the surrounding areas -5 km
| generally"have to travel to get to this facility?
1| According to your observations, how long does it take the citizens from the surrounding 35,45 min
2| areas to get to this facility?
Private
1.3| According to your observations, how do most citizens get to this facilty?
Is there a ramp in the front of the building to assist citizens with disabilities & the elderly O
14 No
to access the building?
15| When inside the facity, are there internal ramps to alow for ease of movement for the w O
3| elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility .0 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? (] No
22| External signage: Is there visible signage at the main gatefentrance to this facility? (] No
3| Internal signage: Does the signage reflect the dominant language(s) of the O o
3| surrounding area?
Internal signage: Does the signage make provision to accommodate citizens that are O
24|, No
iliterate?
Internal signage: Does the signage inside direct citizens where to go & for what O
25 h No
service?
2.6/ Are all staff members wearing name tags? O No
2.7| Are the contact details of the facility management clearly displayed in the facility ? O No
VAR .0 How would you rate the visibility and signage of this facility

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




3|Queue Management & Waiting Times
3.1Is there a queue management system in place? If yes, specify what kind of system ves O w8
If you answered yes above, Is the queue management system effective (e.g. are the (] (]
32 Yes No
queues moving quickly, are people shown the right queues, etc.) ?
3| Does the quetie management make provision for the elderly and citizens with s O w O
disabilities?
P O O O How would you rate the facility’s queue management system and waiting times
@uanp fEEgEmE & VEHIE Thes 1 2 3 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified treatment
41| According to your observation, do staff treat citizens with friendiiness, dignity & respect v O - [
in this facility?
4.2 | According (o your observaion, do staff members address citizens in the language of . O . O
their choice?
2.3|Accoring o your bservaion,do stff members seem 1o be Knowiedgeable it i . O . O
44| When attending (o Giizens, are staff members efficient (.., did what they needed 0 do | [ . O
promptly)?
- O How would you rate Dignified treatment in the facility
it tieamnt & -0 0 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5| Cleanliness & Comfort
5.1/ s the facility clean ? ves OJ -]
5.2|Is the facility well maintained? ves OJ [ -]
5.3| Do the waiting areas have enough seating? ves O No O
Is the office equipment (faxes, telephones, computers, air conditioning) in working (] (]
5. Yes No
condition?
5.5| Are the facility’s ablution facilies clean and well maintained? ves ©J o O
5.6 | Are the ablution facilities provided with the necessary toiletries? Yes I No O
: O =) O How would you rate the facility’s Cleanliness and Maintenance.
@ezillinzss ¢ @anifia 1 2 3 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|safety
6.1| Are there security guards at the facility? ves O N O
6.2| Do you feel safe in and around the facility? Yes D No D
Are there health & safety guidelines displayed at the facility, to assist in an emergency O O
6.3 Yes No
situation?
(] (] O How would you rate the general level of safety at the facility
Sy 1 2 3 <0 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|opening & Closing Times
7.1|Are the operational times displayed outside the main gate or entrance to the facility? ves O No [}
7.2| Are the opening & closing times adhered to? ves O N O
Are there disruptions (to services) as a result of staff members taking tea breaks, lunch O O
73 Yes No
breaks or staff meetings?
; - O =) O How would you rate the adherence to opening and closing times for this facility
@it & Gl Whiss 1 2 3 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|c ints & C System
.1 Does the facilty have the complints & compliments procedures in place ( how to ves ] o a
1| complain, feedback mechanisms, contact of person dealing with complaints, etc)
52| Are the guidelines/ procedres displayed in a place where citizens can easily see or ves O w O
access them?
’ ) O O
8.3|Is there a complaints & compliments box / register in the facility? Yes No
Comblaints & G O O O How would you rate the complaints and compliments system at the facility (if applicable)
e SEED 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
c|summary of Findings and Recommendations
Performance Areas Key Findings Recommendations
1 [Location and Accessibility
2| Visibility & Signage
3|Queue Management & Waiting Times
4| Dignified Treatment
5| Cleanliness & Comfort
6| safety
7| Opening & Closing Times
8| Complaints & Compliments Management System
9| Sector Specific Standards
10| Are there any good practises / procedures to be noted?




The Presidency: Department of Performance Monitoring and Evaluation

Office of The Premier: Province

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

Visit Reference Number

Details of FSD Monitoring Site

Name of Facilit Type of facilit; 5
Y P Y D CHC :I Hospital D Other:
District
Municipality

Street Address

GIS coordinates
Date of visit Baseline Improvements monitoring 1 O Improvements monitoring 2 Improvements monitoring 3 (]
Details of Staff Member
First Name Email
Last Name Contact Details |Telephone
Gender Mae [ Femae  [] Other

African Coloured Asian White -

Race Disability Yes |:| No |:|

Designation (level)

Name of monitor




Performance Areas

Comments

1

Location & Accessibility

According to your knowledge, how far do citizens from L5km 6-10km 11-15km | 16-20km | >20km
1.1|the surrounding areas generally have to travel to get to O O O | D
this facility?
<15min | 1630min | 31-45min 461 hr >1hr
According to your knowledge, how long does it take the O O O
citizens from the surrounding areas to get to this facility?
1 5|According to your knowledge, what mode of transport do Walk Public Private Other
| citizens take to get to this facility? O O O

Are there ramps with handrails of an acceptable gradient

O

O

14 ) A - Yo N
available at the entrances to this health facility ? e ©
When inside the facility, are there internal ramps to O O
1.5|allow for ease of movement for the elderly & the Yes No
disabled?
N How would you rate accessibility and location 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)
2|Visibility & Signage
o1 External signage: Is_there_ y|5|ble signage on the roads Ves O No O
or paths leading to this facility?
22 External signage: Is there fau_lny |d_e_m|f|cat|on signage Ves (] No (]
at the main gate/entrance of this facility?
23 External signage: Does the outside signboard contain Yes D No (]
" |information on services & costs
04 Internal signage: Does the signage make provision to Vs O No O
accommodate citizens that are illiterate?
25 Il?lvernal signage: Does the signage inside direct ves (1 No O
citizens where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
27 A_re the cqnlact deté!ls of the facility management clearly Yes (] No (]
displayed in the facility ?
Visibility & Signage i D 5 D 3 D a D How would you rate visibility & Signage of this facility

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




Queue Management & Waiting Times

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

O

3. A - Y N
specify what kind of system e ©
If you answered yes above, Is the queue management |:| O
3.2|system effective (e.g. are the queues moving quickly, Yes No
are people shown the right queues, etc.) ?
23 Is there a queue manager or marshal or triage officer Ves O No O
~|available to assist patients in the queue/ where to sit?
. ) o ) 1-15min | 16-30 min 31-45 min 46-60 min > 60 min
24 Are the current waiting times indicating approximately
"|how long patients will wait displayed on a board?
25 Is there a help desk situated in a prominent position in Ves No
|the public area at the entrance to this health facility?
Are there special queues designated for specific groups O O
36 - ; " Yes No
of patients, i.e the disabled?
How would you rate the facility's queue management system and waiting times
Queve Management & Wetng Times .0 O O O eGSR Tl R
4 |Dignified Treatment
4.1|Do you assist citizens in the language of their choice? Yes D No O
a2 Do you treat citizens with friendliness, dignity and Ves D No O
respect?
43 Are you knowledgeable in your respective areas of Ves D No O
expertise?
. When attending to the citizens, are you efficient (i.e., did Ves D No O
what they needed to do promptly)?
Dignified Treatment a D a D 5 D a I:l 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|ls the facility clean ? ves [ No O
5.2|ls the facility well maintained? ves [] No O
5.3| Do the waiting areas have enough seating? Yes O No O
54 !s the_re working air conditioning in the facility (for Ves (| No (|
infection control)?
5.5|Are the facility's toilets clean and well maintained? Yes O No O
5.6|Is there at least one toilet for disabled persons in a unit? Yes |:| No |:|
57 Is th_ere clean water and disposable cup for patients in Ves D No O
waiting areas?
How would you rate the Cleanliness & Comfort of the facility
Cleaniness & Comfort 0 .0 0 >4 Ty R Ayt
6|Safety
6.1|Are there security guards at the facility? Yes O No O
6.2| Do you feel safe in and around the facility? Yes O No O
63 Are there safety guidelines displayed at the facility, to Ves O No O
“|assist citizens in an emergency situation?
Are there clear signs of no unauthorised entry on the O O
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
s 0 O - U | 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 Ves D No (|
““|main gate or entrance to the facility?
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
7.3|members taking tea breaks, lunch breaks or staff Yes No
meetings?
Are the names and contact details of the pharmacist on |:| |:|
7.4 > ) h Yes No
duty who provides services after hours available?
Opening & Closing Times O O . O O 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)




@ ints & C i System

Does this health facility have an up to date procedure for |:| O
the management of complaints which includes
8. h - Yes No
acknowledgement / investigation/ response and
timelines and mitigation strategy?
02 Are the guidelines/ procedures displayed in a place Yes |:| No O
““|where citizens can easily see or access them?
03 Is there a complaints & compliments box / register in the Yes O No O
| facility?
Do you undertake Patient satisfaction surveys as per the D O
8.4 ) Yes No
DOH Essential measures?
N " How would you rate the complaints and compliments system at the facility (if applicable)
@ Qe SEE N Y| - U | 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
" Do you have a document outlining the terms of agreement for the supply of medicine & Ves |:| No
| other basic supplies?
N Is there evidence that compliance with the agreement (1.1 above) is being monitored and Ves O No
“|appropriate action taken, when necessary, in the supply of medicine stock?
. Does this facility have a document outlining the delivery schedule of medicines & basic Ves (] No
~|supplies?
2|Waiting times for Citizen Tick the appropriate Comments
o1 Do_){ou have agreed norms and standards for waiting times for citizens in this health Ves D No
facility?
22| Do you believe it to be realistic and achievable? ves [] No




The Presidency: Department of Performance 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 g:[nal::l Email
Gender Male Female |:I Other
African Coloured Asian White
Race :I ‘ |:| Disability Yes |:| No |:|
. Improvements monitoring visit - L
32;‘9 of monitoring Baseline visit |:| 1 2 Improvements monllonmlsll Improvements monitoring visit 3 |:|
Name of Facility Name of Monitor ‘
A Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15km | 1620km | >20km
1.1|How long did it take you to get to this facility? [ O O d [
<15min | 16-30min | 31-45min 46-1 hr >1hr
1.2|How far did you have to travel to get to this facility? O O O O
Walk Public Private Other
What m f transport di It t to thi
15/ Wha odeo_ anspo dq_youuse 0 get to this O O 0 O
facility? How did you get citizens get to this facility?
Are there ramps with handrails of an acceptable 0 0
1.4|gradient available at the entrances to this health Yes No
facility ?
When inside the facility, are there internal ramps to O O
1.5|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 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
o1 External signage: lls therelV|5|bI§ signage on the ves [ No O
roads or paths leading to this facility?
22 External signage: Is there facility |dent_|f|cat|_qn Ves (| No (|
signage at the main gate/entrance of this facility?
,5 |External signage: Does the outside signboard ves O o O
"~ |contain information on services & costs
o4 Internal signage: Does the signage make provision Ves O No [
""|to accommodate citizens that are illiterate?
25 Irllt‘ernal signage: Does the signage inside direct ves [ No O
citizens where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
5 7|Are the contact details of the facility management ves No (|
clearly displayed in the facility ?
AP " How would you rate the visibility and signage of this facility
Wil @ SEntee 1 I:I 2 I:I 3 I:I & I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)

50



Queue Management & Waiting Times

i ?
N Is thgre aqueue management system in place? If yes, Ves (| No (|
specify what kind of system
If you answered yes above, Is the queue management d (|
3.2|system effective (e.g. are the queues moving quickly, Yes No
are people shown the right queues, etc.) ?
33 Is there a queue manager or marshal or triage officer Ves (| No (|
“|available to assist patients in the queue/ where to sit?
24 Are the currgnt wam_ng tlme »|nd|cat|ng approximately Ves O No O
how long patients will wait displayed on a board?
Is there a help desk situated in a prominent position in O d
35 . . . Yes No
the public area at the entrance to this health facility?
Are special queues designated for specific groups of O d
3.6 N R N Yes No
patients, i.e the disabled?
Queue Management & Waiting Times 1 I:I 2 I:I 3 I:I 4 I:I :gm:iﬂi{f:z:ﬁ Ztl?:eaif:c;Ig)‘/)‘qu'tae\t;z'r;g\gz%;ement SEELCIETE R U
Dignified Treatment
4.1|Did staff assist you in the language of their choice? ves [ No O
a2 Did staff treat you with friendliness, dignity and ves [ No O
respect?
.3 Is staff knowledgeable in their respective areas of ves [ No O
expertise?
44 When attending to you, was staff efficient (i.e., did ves [ No O
what they needed to do promptly)?
. How would you rate Dignified treatment in the facility
(] e 1 I:I 2 I:I 3 I:I & 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 O
5.3| Do the waiting areas have enough seating? Yes (] No O
54 !s there working air conditioning in the facility (for Ves [ No [
infection control?
5.5| Are the facility's toilets clean and well maintained? Yes (. No O
56 Iusn?th’)ere at least one toilet for disabled persons in a ves [ No O
57 Is t_h_ere clean water and disposable cup for patients in ves [ No O
waiting areas?
Aeilires & @l q I:l 2 I:I 3 I:I 4 I:I How would you rate the facility's Cleanliness and Maintenance.

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

51



6 |Safety
6.1| Are there security guards at the facility? Yes | No d
6.2| Do you feel safe in and around the facility? Yes | No d
o |/Are there safety guidelines displayed at the facility, to ves O o (|
"|assist citizens in an emergency situation?
How would you rate the general level of safety at the facility
Safety 1 I:I 2 I:I 3 I:I 4 I:I 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 Ves (| No [
"“|the main gate or 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 O O
7.3|members taking tea breaks, lunch breaks or staff Yes No
meetings?
74 Are the names and contact details of the pharmacist Ves O No O
“"|on duty who provides services after hours available?
. . . How would you rate the adherence to opening and closing times for this facility
Ofpiaiiiig 2 Eleslie) WS U RO (] « [ Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Does this health facility have procedures for the O |
5.1|Management of complalnt_s Whlch includes ves [ No O
acknowledgement / investigation/ response and
timelines and mitigation strategy?
42| Are the guidelines/ procedures displayed in a place ves O No O
““|where citizens can easily see or access them?
o.5|1S there a complaints & compliments box / register in ves d o O
' |the facility?
Have you ever, or know of someone who has O O
8.4|participated in a patient satisfaction survey in this Yes No
facility?
CETEES & @S Ees e Sy a I:I 2 I:I 5 I:I 4 I:I 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)

52



The Presidency: Department of Performance Monitoring and Evaluation Office of The Premier: Province

Visit Reference Number

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

Details of Monitor

O] e [ O]

Male

Department

Persal Number

Telephone

Contact

Details  [E-mall

Other

N f F: ) hs f facility
lame of Facility SpReifiEEliy cinie 3 cie O Hospital Other:

Race

Ao Catourea Ao Wnite
‘ & =) Disability ves (] o =

Date of visit Eass| Baseline visit O Improvements monitoring visit 1 [_] |improvements monitoring visit 2 O Improvements monitoring visit 3 O

A|Performance Areas Comments

1|Location & Accessibility

N - N TS km G10km Tis5km 1620 km ~20km
According to your observation, how far do citizens from the surrounding areas generally
have to travel to get to this facility? O

- " “Smn | 30mn | Lésmin % The Sine
According to your observation, how long does it take the citizens from the surrounding

2| areas to get to this facility?
13| According to your observation, what mode of transport do citizens take to get to this Walk Public Private Other
acility? O O (] |
Are there ramps with handrails of an acceptable gradient available at the entrances to O
o pe Yes No
this health facility ?
1| When inside the facility, are there internal ramps to allow for ease of movement for the v -
elderly & the disabled?
. . O O O How would you rate accessibility and location of this facility
Lezion & Auuceslaiili 1 2 3 40 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




2

Visibility & Signage

External signage: Is there visible signage on the roads or paths leading to this facility?

External signage: Is there facilty identification signage at the main gate/entrance of

2 this facility?

External signage: Does the outside signboard contain information on services & costs

Internal signage: Does the signage make provision to accommodate citizens that are
illiterate?

Internal signage: Does the signage inside direct citizens where to go & for what
service?

Do facility staff wear name tags at all times?

Are the contact details of the facility management clearly displayed in the facility ?

Ol o/0| ol oolo

Ol ojo| ol 0oolo

Visibility & Signage

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

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

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.) ?

Is there a queue manager or marshal or triage officer available to assist patients in the
queue/ where to sit?

O] 0o o

Are the current waiting times indicating approximately how long patients will wait
displayed on a board?

16:30min

4660 min

‘ =

> 60 min

Is there a help desk situated in a prominent position in the public area at the entrance to
this health facility?

Are special queues designated for specific groups of patients, i.e the disabled?

[}
[}

[}
[}

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)

Dignified Treatment

»
B

According to your observation, do staff treat citizens with friendliness, dignity & respect
in this facility?

a,

o

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

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

»

When attending to citizens, are staff members efficient (i.e., did what they needed to do

4| promptly)?

0000

Dignified Treatment

.0

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




5| Cleanliness & Comfort
51/ ls the facility clean ? e O No ()
52|Is the facility well maintained? ves [ No (]
53| Do the waiting areas have enough seating? w O w O
54| 1s there working air conditioning in the facilty (for infection control)? w O w O
55| Are the facility's toilets clean and well maintained? w O w O
56 Is there at least one toilet for disabled persons in a unit? ves O No (]
57ls there clean water and disposable cup for patients in waiting areas? ves O No [m}
’ O O O How would you rate the facility’s Cleanliness and Maintenance.
ElzznlinGss & EmiE 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|safety

51| Are there security guards at the facility? v O o a
52| Do you feel safe in and around the facility? veo O No (]
5| Are there safety guidelines displayed at the facilty, to assist citizens in an emergency w O o a

situation?
54| Ave there clear signs of no unauthorised entry on the door to limit people traffic in v [m] . O

secure areas, i.¢ feed areas?

O O O How would you rate the general level of safety at the facility
SHEY 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7| opening & Closing Times

1| Ave the opening and closing times displayed outside the main gate or entrance to the w O o (]

facility?
72| Are the opening & closing times adhered to? w O w O

Are there disruptions (to services) as a result of staff members taking tea breaks, lunch [} a
73 Yes No

breaks or staff meetings?
;.| Are the names and contact detals of the pharmcist on duty who provides services after w O o (]

hours available?

Opening & Glosing Times .0 |,O .0 Am) 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

Does this health facility have an up to date procedure for the management of complaints
which includes acknowledgement / investigation! response and timelines and mitigation
strategy?

5| Are the guidelines/ procedures displayed in a place where citizens can easily see or

access them?

Is there a complaints & compliments box / register in the facility?

Do you undertake Patient satisfaction surveys as per the DOH Essential measures?

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)

Summary of Findings and Recommendations

Performance Areas

Key Findings

Recommendations

9

Location and Accessibility

Visibility & Signage

Queue Management & Waiting Times

Dignified Treatment

Cleanliness & Comfort

Safety

Opening & Closing Times

Complaints & Compliments Management System




The Presidency: Department of Performance 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

El |mprovements mont—in Improvements monitoring 2
Date of visit Type of visit Baseline 7 provi e 0O Improvements monitoring 3 (]
Details of Staff Member
First Name Email
Last Name Telephone
Contact Details
Gender Male Female Other
African Coloured Asian White
Race O O O Disability ves [ ] No —
Designation (level) Name of monitor
A|Performance Areas Comments
1 [Location & Accessibility
According to your knowledge, how far do citizens from the L5km 6-10km -5k | 16-20km | > 20 km
surrounding areas generally have to travel to get to this O D O O
facility?
) ] <15min | 16-30min | 31-45min 46- 1 hr >1hr
According to your knowledge, how long does it take the O 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? (] O O
Is there a ramp with rails in the front of the building to assist O O
citizens with disabilities & the elderly to access the Yes No
building?
When inside the facility, are there internal ramps to allow Ves (] o (]
for ease of movement for the elderly & the disabled?
N How would you rate accessibility and location of this facility
Leregtitom @ Asaes iy | | . Score: 1- 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
2 |Visibility & Signage
N External s_lgnage:»ls thgre visible signage on the roads or Yes O No O
paths leading to this facility?
22 Extern_al signage: Is there f‘acmty» IQentlflcatlon signage at Yes (] No (]
the main gate/entrance of this facility?
23 External signage: Does the outside signboard contain Yes O No O
i information on services & costs
04 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
25 Internal signage: Does the_mgnage inside direct citizens ves [ No O
where to go & for what service?
26 |Do facility staff wear name tags at all times? Yes O No O
27 A_re the contact detg!ls of the facility management clearly Yes (] No (]
displayed in the facility ?
How would you rate visibility & Signage of this facility
VI & SereeR .0 | S « O Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
a1 Is there 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 O 0O
3.2|system effective (e.g. are the queues moving quickly, are Yes No
people shown the right queues, etc.) ?
23 Does the queue manggerr_\ent_r_n_ake provision for the Ves D No O
elderly and citizens with disabilities?
When inside the court, is there someone directing citizens |:| O
3.4|to where they need to sit/ to the court room where the case Yes No
will be heard?
S How would you rate the facility’s queue management system and waiting times
Queue Management & Waiting Times O , | | Score: 1.4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4 | Dignified Treatment
a1 Do you up_hold the human dignity of citizens that utilise Ves D No O
court services?
4.2 | When attending to citizens, do you address them in the Yes (] No (]
language of their choice?




.3 Are you knowledgeable in your respective areas of Yes No
| expertise?
4.4|When attending to the citizens, are you professional? Yes D No O
P How would you rate Dignified treatment in the facility
Rlagiediiicainent 0 O | a Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5 |Cleanliness & Comfort
5.1|lIs the facility clean ? Yes D No (]
5.2|Is the facility well maintained? Yes |:| No O
5.3| Do the waiting areas have enough seating? Yes O No a
54 Is the office equipment (faxes, telephones, computers, air Yes O No O
""|conditioning) in working condition?
. Are_ thg facility's ablution facilities clean and well Ves (] No (]
maintained?
56 A(e tl-!e ablution facilities provided with the necessary Ves (] No (]
toiletries?
How would you rate the Cleanliness & Comfort of the facility
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|Are there security guards at the facility? Yes a No O
6.2| Do you feel safe in and around the facility? Yes | No (]
o3| Ae there health & safety guidelines displayed at the Ves (] o (]
~|facility, to assist in an emergency situation?
How would you rate the general level of safety at the facility
Safety . . O . O « Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
7 |Oopening & Closing Times
1 Are the operational tlr_n_es displayed outside the main gate Ves O No O
or entrance to the facility?
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
7.3|members taking tea breaks, lunch breaks or staff Yes No
meetings?
N How would you rate the adherence to opening and closing times for this facility
el & i Wines 4 O . U | .+ O Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8 |ci jints & C i System
Does the facility have the complaints & compliments D O
a1 procedures in place ( how to complain, feedback Yes No
|mechanisms, contact of person dealing with
complaints,etc)
02 A_rg the guldellnt_es/ procedures displayed in a place where Ves O No O
citizens can easily see or access them?
03 Is there a complaints & compliments box / register in the Yes O No (]
| facility?
04 Does this facility adhere to the 14 day turnaround time for Ves |:| No |:|
" |replying to complaints.
N " How would you rate the complaints and compliments system at the facility (if applicable)
c & C System 1 | . - . O 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
" Do you have agreed norms _and standards for turnaround times for feedback to public Ves |:| v [
regarding progress with their case?
What is the average turnaround time for providing feedback regarding progress with cases to
12 h ves [] N []
members of the public by the court?
1.3|How do you monitor the turnaround time on cases? ves  [] N []
2 Service charter
2.1|Are you familiar with DOJCD service charter? ves  [] N []
As per the service charter, citizens at domestic violence & maintenance service points should O O
2.2|not wait longer than 2hours in the queue without being attended to, is this the practice in this |Yes No
facility?
23 For d_omestlc violence, protection order is to be issued within 1 day of it being granted, is this Ves |:| v [
practice adhered to?
2.4| Does this court finalise maintenance orders within the specified 90 days? ves [] N []




The Presidency: Department of Performance 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 Sgtna[izltt Email
Gender Male Female D Other
African Coloured Asian White
Race |:| ‘ |:| ‘ :l |:| Disability Yes |:| No |:|
; Improvements monitoring visit 1 o
a:ll? fimenticing Baseline visit |:| wlgrnpzrovemems monitor| Improvements monitoring visit 3 |:|
Name of Facility Name of Monitor ‘
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 O
. . <15 min 16-30 min 31-45 min 46- 1 hr >1hr
12 HO\_A{ far did you have to travel to get to this O | |
facility?
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 O O O O
facility?
Is there a ramp in the front of the building to 0 O
1.4|assist citizens with disabilities & the elderly to Yes No
access the building?
When inside the facility, are there internal ramps 0 O
1.5|to allow for ease of movement for the elderly & Yes No
the disabled?
. - How would you rate the visibility and signage 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)
2|Visibility & Signage
~ External signage: Is there visible signage on Ves O No |
" |the roads or paths leading to this facility?
External signage: Is there facility identification |:| |:|
2.2|signage at the main gate/entrance of this Yes No
facility?
23 External signage: Does the outside signboard Ves O No O
" |contain information on services & costs
Internal signage: Does the signage make O O
2.4| provision to accommodate citizens that are Yes No
illiterate?
,5|Internal signage: Does the signage inside ves [ No [
" |direct citizens where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
,7|Are the contact details of the facility ves No O
management clearly displayed in the facility ?
S . How would you rate the visibility and signage of this facility
Vit € SR OO s [ a ] Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
a1 Is there a queue management system in place? Ves (| No (|
| If yes, specify what kind of system
If you answered yes above, Is the queue O O
22 management system effective (e.g. are the Ves No
““|queues moving quickly, are people shown the
right queues, etc.) ?
33 Does the queue management make provision Ves No
“|for the elderly and citizens with disabilities?
When inside the court, is there someone
3.4|directing you to where you need to sit/ to the Yes No
court room where your case will be heard?
- . How would you rate the facility's queue management system and waiting times
Queue Management & Waiting Times 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified Treatment
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Does staff uphold the human dignity of citizens

4.1 ” . Yes I:I No I:I
that utilise court services?
42 Did the staff members address you in the Ves | No |
~ |language of your choice?
Do staff members seem to be knowledgeable O [
4.3| . . Yes No
with their work?
4.4|When attending to you, was staff professional? ves [ No |
P How would you rate Dignified treatment in the facility
Dignified Treatment 1 O 2 O 3 U « ] 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 O
5.3| Do the waiting areas have enough seating? Yes (. No O
Is the office equipment (faxes, telephones, O O
5.4|computers, air conditioning) in working Yes No
condition?
5 5| Are the facility's ablution faciliies clean and well | | O No O
~|maintained?
5.6 | Are the ablution facilities provided with the ves [ No O
necessary toiletries?
" How would you rate the facility's Cleanliness and Maintenance.
Gleallinzss & Ewiiei: 1 I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1| Are there security guards at the facility? Yes (I No O
6.2|Do you feel safe in and around the facility? Yes - No O
5.3/ Are there health & safety guidelines displayed at| (] o O
| the facility, to assist in an emergency situation?
How would you rate the general level of safety at the facility
Sy OO s L ] Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
;1| Ave the operational times displayed outside the ves 1 No O
main gate or entrance to the facility?
7.2| Are the opening & closing times adhered to? Yes O No O
Are there disruptions (to services) as a result of O 0
7.3|staff members taking tea breaks, lunch breaks Yes No
or staff meetings?
. . X How would you rate the adherence to opening and closing times for this facility
CppeTivg € Ellsig WS OO L] a ] Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|C ints & Compli A nt System
Does the facility have the complaints & O O
compliments procedures in place ( how to
8.1 . . Yes No
complain, feedback mechanisms, contact of
person dealing with complaints,etc)
Are the guidelines/ procedures displayed in a O O
8.2| place where citizens can easily see or access Yes No
them?
63 Is there a complaints & compliments box / Ves d No (|
“|register in the facility?
In cases where you've complained, did this O O
8.4|facility adhere to the 14 day turnaround time for Yes No
replying to complaints.
o Y —_—— System q I:I 2 I:I 3 I:I A I:I 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 Performance 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

Details  [E-mall
Other

Name of Facility

7 =]
Date of visit oaseine provements manitoring 1 mprovements moritorng 2 mprovements moritoring 3
) o o
Gender male [] Female [
- Fircan Colowred ‘ e Ve — ] - ‘ 5
A|Performance Areas Comments
1{Location & Accessibility
Tokm | &dokm T | Bk | ok
11| According o your knowledge, how far do citizens from the surrounding areas generally
4| have to travel to get to this facility? O
S | mwomn | smmmn i T
1 5| According to your knowledge, how fong does it take the citizens from the surrounding
-2 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 | facility? O
Is there a ramp in the front of the building to assist citizens with disabilities & the elderly O O
14 Yes No.
0 access the building?
15| When inside th facilty, are there nternal ramps to allow for ease of movement or the w O w O
-5 | elderly & the disabled?
How would you rate accessibility and location of this facility
Location & Accessibility 0 0 F{m| 0 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2 ty & Signage
2.1|External signage: Is there visible signage on the roads or paths leading to this facility? veo O No a
5.»|External signage: Is there facilty identification signage at the main gatefentrance of v O o O
this facilty?
) ] (]
2.3 |External signage: Does the outside signboard contain information on services & costs Yes No
24 Internal signage: Does the signage make provision to accommodate citizens that are Yes (] o (]
illiterate?
25| Internal signage: Does the signage inside direct citizens where to go & for what v O o O
senice?
2.6 Do facility staff wear name tags at all times? vee O No O
2.7| Are the contact details of the facility management clearly displayed in the facility 2 v O w O
e O =) O How would you rate the visibility and signage of this facility
REIDIVES onace) 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3| Queue Management & Waiting Times
2:Is there a queue management system in place? If yes, specify what kind of system w O w O
45| If you answered yes above, Is the queue management systen effective (e.g. are the w O o a
queues moving quickly, are people shown the right queues, etc.) ?
Does the queue management make provision for the elderly and citizens with w O - [ ]
disabilties?
44| When inside the court, is there someone directing ciizens to where they need to sit [} a
. ves No
court room where the case will be heard?
— O O O How would you rate the facility's queue management system and waiting times
Gleteliataon=oiaialinopl == 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified treatment
4.2 |/According o your abservation, does staf uphold the human dignity of ciizens that utiise| [ . O
court services?
42 | Aco0rding to your observation, do staff members address ciizens in the language of - O . O
their choice?
3| ccoring o you observaton, o st members seem o be Knowleageie i e . O . O
4.4|When attending to the citizens, is staff professional? v O No O
O O O How would you rate Dignified treatment in the facility
ldpiectieatent 1 2 3 <0 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5| Cleanliness & Comfort
5.1|Is the facility clean ? v O No a
5.2|Is the facility well maintained? veo O No ()
5.3|Do the waiting areas have enough seating? w O w O
54| the office equipment (faxes, telephones, computers, air conditioning) in working Jes a o (]
4| conition?
5.5 Are the facility's ablution facilties clean and well maintained? w O w o O
5.6 | Are the ablution faciliies provided with the necessary toiletries? w O w o O
O =) O How would you rate the facility's Cleanliness and Maintenance.
(@l ¢ @ 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6| safety
61| Are there security guards at the facility? w O w O
62| Do you feel safe in and around the facility? w O w O
55| Are there heaith & satety guidelines displayed at the facilty, o assist in an emergency | .. [ w O
situation?
O =) O How would you rate the general level of safety at the facility
SHEY 1 2 3 40 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7| Opening & Closing Times
7.1 Are the operational times displayed outside the main gate o entrance to the facility? w O No ]
7.2 Are the opening & closing times adhered to? v O No O
7.3|Ave there disruptions (to services) as a result of staf members taking tea breaks, lunch |, [ w O
3 | breaks or staff meetings?
I RS TS .0 |,o .0 .0 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)




8

Complaints & Compliments Management System

g.1|Does the facilty have the complaints & compliments procedures in place ( how to v [} - (]
1| complain, feedback mechanisms, contact of person dealing with complaints,etc)
5.2 Ave the guidelines/ procedures displayed i a place where citzens can easily see or - O . O
access them?
) ) N O [m]
8.3 I there a complaints & compliments box  register in the facility? ves No
- ) ) ' O [m]
8.4|Does this facilty adhere to the 14 day turnaround time for replying to complaints. ves No
Comblaints & Comali O =) O How would you rate the complaints and compliments system at the facility (if applicable)
88 & S 4 2 g <0 Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)




The Presidency: Department of Performance Monitoring and Evaluation Office of The Premier: Province
Visit Reference Number
Frontline Service Delivery Monitoring: Home Affairs
Staff Questionnaire
Details of FSD Monitoring Site
Name of Facility Type of facility Medium office Small office
Large office EI Other:
District
Municipality
Street Address
GIS coordinates
[
Date of visit Baseline Improvements monitoring 1 :I Improvements monitoring 2 Improvements monitoring 3 :I
Details of Staff Member
First Name Email
Last Name Contact Details |Telephone
Gender male [] Female O Other
African Coloured Asian White
Race ‘ Disability ves [ ] No —
Designation (level) Name of monitor
A|Performance Areas Comments
1[Location & Accessibility
- - 15km 6-10 km 1115km | 16-20 km >20km
According to your knowledge, how far do citizens from D O O
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 O | O
facility?
15| According to your knowledge, what mode of transport Walk Public Private Other
~|do citizens take to get to this facility? O O O [
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 O O
15|allow for ease of movement for the elderly & the Yes No
disabled?
How would you rate accessibility and location of this facility
Locaton & Accessbilty .0 O O LO How out yourts scossilty sndlocakon of
2|Visibility & Signage
o1 External signage: !s there ylsmlg&gnage on the Ves O No O
roads or paths leading to this facility?
22 E_xternal signage: Is there facility ldent!flcathp Ves (] No (]
signage at the main gate/entrance of this facility?
23 External signage: Does the outside signboard Ves O No O
" |contain information on services & costs
04 Internal signage: Does the signage make provision to Ves O No O
accommodate citizens that are illiterate?
25 Il?l'ernal signage: Does the signage inside direct ves [ No O
citizens where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
5 Are the contact d_etalls of tl_1_e facility management Ves (] No (]
clearly displayed in the facility ?
How would you rate visibility & Signage of this facility
Vil & SEEEe | . U s O <O Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3|Queue Management & Waiting Times
3 Is there a queue management system in place? If yes, Yes |:| No (|
specify what kind of system
If you answered yes above, Is the queue management D O
3.2|system effective (e.g. are the queues moving quickly, Yes No
are people shown the right queues, etc.) ?
b —
35/D0€S the queue manggement‘r‘nvake provision for the Yes O No O
elderly and citizens with disabilities?
: ) How would you rate the facility’s queue management system and waiting times
Queue Management & Waiting Times 1 I:I 2 I:I 3 I:I 4 I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
Dignified Treatment
4.1|Do you assist citizens in the language of their choice? ves [ No O
. Do you treat citizens with friendliness, dignity and Ves D No O
respect?




.3 Are you knowledgeable in your respective areas of Ves No
| expertise?
s When attending to the citizens, are you efficient (i.e., Ves |:| No O
did what they needed to do promptly)?
How would you rate Dignified treatment in the facility
Al Wi me R P - 1 . Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5|Cleanliness & Comfort
5.1|lIs the facility clean ? Yes D No (]
5.2|Is the facility well maintained? Yes |:| No O
5.3| Do the waiting areas have enough seating? Yes O No a
54 Is the office equipment (faxes, telephones, computers, Ves O No O
""|air conditioning) in working condition?
. Are_ thg facility's ablution facilities clean and well Ves (] No (]
maintained?
56 A(e tl-!e ablution facilities provided with the necessary Ves (] No (]
toiletries?
How would you rate the Cleanliness & Comfort of the facility
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|Are there security guards at the facility? Yes a No O
6.2| Do you feel safe in and around the facility? Yes | No (]
o3| Ae there health & safety guidelines displayed at the ves (] o (]
~|facility, to assist in an emergency situation?
How would you rate the general level of safety at the facility
Safety O . O s O . Score: 1 - 4(1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
1 Are the operational times d_l_splayed outside the main Vs O No O
gate or entrance to the facility?
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
7.3|members taking tea breaks, lunch breaks or staff Yes No
meetings?
N How would you rate the adherence to opening and closing times for this facility
el & i Wines . . U - U | Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|c jints & C i System
Does the facility have the complaints & compliments D O
o1 procedures in place ( how to complain, feedback Ves No
“|mechanisms, contact of person dealing with
complaints,etc)
02 Are the guidelines/ procedures displayed in a place Ves O No O
““|where citizens can easily see or access them?
Is there a complaints & compliments box / register in O O
83 " Yes No
the facility?
N " How would you rate the complaints and compliments system at the facility (if applicable)
@ ea e O . U - U | Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
B [Sector Specific Standards: Home Affairs
1| Turnaround times for issuing Identity Documents (ID) Tick the appropriate Comments
N Do you have agreed norms and standards for turnaround times for issuing Identity Ves |:| v [
| Documents (ID) for this service office?
1.2|Do you believe the norms and standards are realistic and achievable? Yes |:| No |:|
N Does the Home Affairs Office achieve its norms and standards regarding turnaround Ves |:| v [
| times for issuing Identity Documents (ID)?
1.4|Do you have a system, for monitoring the turnaround times on applications? ves [] N [




The Presidency: Department of Performance 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 ggt";:g Email
Gender Male Female D Other
African Coloured Asian White
Race |:| ‘ |:| ‘ Disability Yes |:| No |:|
; Improvements monitoring visit 1 o
a:ll(: fimenticing Baseline visit |:| VIlsrnpzrovemems monitor| Improvements monitoring visit 3 |:|
Name of Facility Name of Monitor ‘
A Performance Areas Comments
1|Location & Accessibility
1-5km 6-10 km 11-15km | 16-20 km >20 km
How long did it take you to get to this facility? | O O d d
. . <15 min 16-30 min 31-45 min 46- 1 hr >1hr
How far did you have to travel to get to this O ' ' : m
facility?
" . Walk Public Private Other
What mode of transport did you use to get to this
facility? [ | |
Is there a ramp in the front of the building to O O
b assist citizens with disabilities & the elderly to Yes No
access the building?
When inside the facility, are there internal ramps O O
to allow for ease of movement for the elderly & Yes No
the disabled?
. - How would you rate accessibility and location of this facility
Losaiitenn & Assssslailiiy 1 I:I 2 I:I 3 I:I & I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
2|Visibility & Signage
o1 External signage: Is there V|S|_ble signage on ves 4 No O
the roads or paths leading to this facility?
,,|External signage: Is there facility identification ves O No O
| signage at the main gate/entrance of this facility?
.5 |External signage: Does the outside signboard ves d o [
"~ |contain information on services & costs
Internal signage: Does the signage make O O
2.4|provision to accommodate citizens that are Yes No
illiterate?
25 Internal signage: Does the signage inside direct Ves O No O
| citizens where to go & for what service?
2.6| Do facility staff wear name tags at all times? Yes O No O
27 Are the contact details of the facility Ves a No O
" |management clearly displayed in the facility ?
s . How would you rate the visibility and signage of this facility
Visibility & Signage il I:I 2 I:I 3 I:I 4 I:I Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3 Queue Management & Waiting Times
5|!s there a queue management system in place? ves | o ™
“|If yes, specify what kind of system
If you answered yes above, Is the queue
32 management system effective (e.g. are the Ves No
“|queues moving quickly, are people shown the
right queues, etc.) ?
23 Does the queue .rT)anagerlnenF malk.el provision for Ves O No I:l
the elderly and citizens with disabilities?
. . How would you rate the facility's queue management system and waiting times
Queue Management & Waiting Times 1 I:I 2 I:I 3 I:I 4 I:I Score: 1 _4)21 Poor, 2 Fair. 3 GyoocT 4Very googd) b W
4 Dignified Treatment
.t Do staff trez?\t you Wlth friendliness, dignity & ves [ No O
respect in this facility?
4| Did the staff member address you i the ves O No O
" |language of your choice?
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Does staff seem knowledgeable in their

4.3 . i Yes No
respective areas of expertise?
When attending to the citizens, is the staff O O
4.4|efficient (i.e., did what they needed to do Yes No
promptly)?
P How would you rate Dignified treatment in the facility
RIUL e ieatent L I: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|Is the facility clean ? ves [ No (|
5.2|Is the facility well maintained? ves [ No O
5.3| Do the waiting areas have enough seating? Yes (. No O
5.4|'S the office equipment (faxes, telephones, Ves (| o O
"’|computers, air conditioning) in working condition?
5 5| Are the facility's ablution facilities clean and well | O No O
~|maintained?
5 ¢ | Are the ablution facilities provided with the ves [ No O
" |necessary toiletries?
" How would you rate the facility's Cleanliness and Maintenance.
(Cllzmll s & Clam L I:I 2 I:I 3 I:I 8 I:I Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6|Safety
6.1| Are there security guards at the facility? Yes O No O
6.2|Do you feel safe in and around the facility? Yes | No O
o3| Are there health & safety guidelines displayed at | (| o O
| the facility, to assist in an emergency situation?
How would you rate the general level of safety at the facility
Sy OO s L ] Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7|Opening & Closing Times
21| Ave the operational times displayed outside the ves 1 No O
main gate or entrance to the facility?
7.2| Are the opening & closing times adhered to? ves [ No O
Are there disruptions (to services) as a result of O O
7.3|staff members taking tea breaks, lunch breaks or| Yes No
staff meetings?
. . X How would you rate the adherence to opening and closing times for this facility
CppeTivg € Ellsig WS OO L] a ] Score: 1-4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8|Complaints & Compliments Management System
Does the facility have the complaints & O O
- compliments procedures in place ( how to Ves No
“"|complain, feedback mechanisms, contact of
person dealing with complaints,etc)
Are the guidelines/ procedures displayed in a |:|
8.2| place where citizens can easily see or access Yes No
them?
o.5|1S there a complaints & compliments box / ves No [
| register in the facility?
Complaints & Compli \ts Mar System 1 I:I 5 I:I 3 I:I 4 I:I 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 Performance Monitoring and Evaluation Office of The Premier: Province
Visit Reference Number
Frontline Service Delivery Monitoring: Home Affairs Monitor Questionnaire
Details of Monitor
Name
Department
Persal Number
Telephone
Contact
Details | E™Mal!
Other
Name of Facility
Date ot it e R ooz e —
Gender Male [] Female [
Race Aaen C“'[m]"Ed ‘ Asian Jnite Disability ves ] o ‘ O
A|Performance Areas Comments
1|Location & Accessibility
1.1 |According to your observations, how far do most citizens from the surrounding areas L5 km S10km 115 km 16-20 km >20km
1| generally have to travel to get to this facity?
1| According to your observations, how long does it take the citizens from the surfounding cLamin 16:30 min 3145 min 46 Lh > Lhr
2| areas to get to this facility?
According to your observations, what mode of transport do citizens take to get to this Walk Public Private Other
13
facilty? O (] O
14|15 there aramp in the front o the building to assist ciizens with disabilties & the elderly | ] . O
o access the building?
1 5| When inside the facilty, are there internal ramps to allow for ease of movement for the w O w O
elderly & the disabled?
. . How would you rate accessibility and location of this facility
Leetem & Al 10 ‘2 O ’3D L] 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? ves OJ N O
22| External signage: Is there visible signage at the main gate/entrance to this facility? ves OJ N O
5 5| Internal signage: Does the signage reflect the dominant language(s) of the ves O w O
surrounding area?
5.4|Internal signage: Does the signage make provision to accommodate citizens that are ves OJ No O
ilterate?
4 5| Internal signage: Does the signage inside direct citizens where to go & for what ves O w O
service?
2.6/ Are all staff members wearing name tags? ves O N O
2.7| Are the contact details of the facility management clearly displayed in the facility ? ves OJ N O
e O O O O How would you rate the visibility and signage of this facility
REIDIVES onace) 1 2 3 @ Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
3| Queue Management & Waiting Times
3.1Is there a queue management system in place? If yes, specify what kind of system ves O v O
If you answered yes above, Is the queue management system effective (e.g. are the O [m]
32 Yes No
queues moving quickly, are people shown the right queues, etc.) ?
3| Does the queue management make provision for the elderly and citizens with ves O w O
. N How would you rate the facility's queue management system and waiting times
% ment & Waiting Timi (] a (] pim|
@UEIRMEEFEIEIE WEITE WEs 1 2 3 Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
4|Dignified treatment
4.1| Does the staff treat citizens with friendiiness, dignity and respect? ves O N O
4.2 |When attending to citizens, do they address them  in the language of their choice? ves O v O
4.3| Are staff you knowledgeable in their respective areas of expertise? ves O N O
4.4|When attending to the citizens, is the staff efficient (i., did what they needed to do Yes (] No (]
promptly)?
o O O O O How would you rate Dignified treatment in the facility
Rlini=chEaen 1 2 3 @ Score: 1- 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
5| Cleanliness & Comfort
5.1Is the facility clean ? ves O N O
5.2|Is the facility well maintained? ves OJ (-]
5.3| Do the waiting areas have enough seating? Yes [m] No [}
Is the office equipment (faxes, telephones, computers, air conditioning) in working a (]
54 Yes No
condition?
) O O
5.5 | Are the facility's ablution facilities clean and well maintained? Yes No
5.6 | Are the ablution facilities provided with the necessary toiletries? Yes 0 No O
’ O O O O How would you rate the facility’s Cleanliness and Maintenance.
ElzznlinG=s & Eamfian 1 2 3 @ Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
6| Safety
6.1 | Are there security guards at the facility? ves O N O
6.2| Do you feel safe in and around the facility? ves O N O
.| Ave there health & satety guidelines displayed at the faciity, o assist in an emergency ves o O
" | situation?
O O O O How would you rate the general level of safety at the facility
Safety 1 2 3 4 Score: 1 -4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
7| Opening & Closing Times
7.1| Are the operational times isplayed outside the main gate or entrance to the facilty? ves O oo O
7.2| Are the opening & closing times adhered to? ves O N O
Are there disruptions (to services) as a result of staff members taking tea breaks, lunch O O
73 Yes No
breaks or staff meetings?
; ) O O O O How would you rate the adherence to opening and closing times for this facility
Eatling) & Gmsilag) vilinzs 4 z g @ Score: 1 - 4 (1 Poor, 2 Fair, 3 Good, 4 Very good)
8| Complaints & C System
g.1|Does the facilty have the complaints & compliments procedures i place (how to ves [} o (]
1| complain, feedback mechanisms, contact of person dealing with complaints,etc)
5.2 e the guidelines! procedures displayed n a place where ciizens can easily see or v O w 0O

access them?




8.3|Is there a complaints & compliments box / register in the facilty? ves O w O
Complaints & Compliments Management System 0 20 30 4O ggg’r:’i““:y(‘l’upg:‘f ‘Z“E;f";"éi;“‘f :’\‘/“Ef;;“;’u”d’;‘e”‘s system at the facility (if applicable)
c|summary of Findings and Recommendations
Performance Areas Key Findings Recommendations
1| Location and Accessibility
2| Visibility & Signage
3|Queue Management & Waiting Times
4|Dignified Treatment
5|Cleanliness & Comfort
6| Safety
7|Opening & Closing Times
8| Complaints & Compliments Management System
9|Sector Specific Standards
10| Are there any good practises / procedures to be noted?




