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1. Introduction
This Service Delivery Improvement Plan (SDIP) is informed by Chapter 1, Part 111 C of the Public Service
Regulations, 1999 (as amended). The Regulations requires Executing Authorities to establish and sustain a
service delivery improvement programme for their departments which should include a Service Delivery

Charter. Amongst other things the, the SDIP should:
(a) specify the main services provided to different types of actual and potential customers, as identified by

the department;

{(b) contain consultation arrangements with the department’s actual and potential customers;

(c) with due regard to the customer’s means of access to the services and the barriers to increased access
thereof, specifying the mechanisms or strategies to be utilised progressively to remove the barriers so that

access to services is increased;
{d) indicate standards for the main services to be provided,;
(e) contain arrangements as to how information about the department’s services are to be provided; and

(f) stipulate a system or mechanisms for complaints handling.

The focus of the SDIP is to bring the Batho Pele principles to life and to promote efficient and effective

service delivery. This ties in with the vision and mission statements of the department as outlined in the
strategic plan which is to strive for continuous improvement in service delivery to improve government
performance in achieving desired outcomes and to improve service delivery through changing the way

government works.

This documents sets out the DPME commitment to continuous improvement for effective and efficient
service delivery to our customers. The plan will be monitored on a quarterly basis as part of quarterly

performance reporting.

2. Problem statement
DPME was promulgated in January 2010 and it only developed its first strategic plan for the period covering

the remainder of the electoral cycle, i.e. 2011/12 to 2014/15. For the 2009/10 and 2010/11 financial years,
DPME was part of the Presidency and was thus covered by the Presidency strategic plan. For this reason,
DPME did not have a Service Delivery Improvement Programme (SDIP) as required by the Public Service

Regulations.

DPME was audited for the first time during the financial year 2011/12 by both the Internal Audit and the
Auditor General of South Africa (AGSA). The Department also conducted its Operational Risk Assessments
during the financial year 2011/12 in order to develop a Risk Register and a Risk Mitigation action plan to
manage the risks. In addition, the Department also conducted a management performance assessment
using the Management Performance Assessment Tool (MPAT), as well as the capability of its human
resource function to strategically support the attainment of the service delivery objectives of the
department using the DPSA assessment tool.

The outcomes of the various assessments have pointed to weakness in the internal controls, leadership and
governance and performance management. This SDIP is therefore informed by the outcomes of these
assessments and it is meant to improve the services we provide to our customers.
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3. Our mandates
The Department of Performance Monitoring and Evaluation was created to:

e Facilitate the development of plans for the cross cutting priorities or outcomes of government and
monitor and evaluate the implementation of these plans

e Monitor the performance of individual national and provincial government departments and
municipalities

e Monitor frontline service delivery

e Carry out evaluations

e Promote good M&E practices in government

e Implement interventions to address blockages in delivery, in partnership with delivery institutions.

As stated in our pledge above, in fulfilling this mandate, we will be guided by the applicable Batho Pele
principles. We have set for ourselves the following minimum standards for the quality of services we

provide:

e We will strive to have progressive management practices as well as to be compliant with all
prescripts.

e We will also pay attention to the basics, such as not being late for meetings, running meetings
efficiently, checking spelling and grammar in documents, and responding to e-mails, phone
messages and all other requests timeously.

e We will pursue quality management practices in order to achieve value for money, efficiency
and effectiveness.

o We will strive to be accountable and transparent at times.

4. Qur customers
The department has identified the following as its measure customers

e The President and Deputy President

e (Cabinet

e The Minister

e Government departments (National, Provincial and Local government)
o South African Citizens

o  QOur staff

4.1 Commitment to our customers
In line with our values as outlined in the strategic plan and the principles of Batho Pele, we will be exemplary
in all respects and be customer-focused.

We will at all times
e |isten to our customers
e Be courteous, responsive and respectful
e Strive at all times to provide them with accurate, reliable and relevant information
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e Provide redress and apology for lapses in our service
e Bealearning organization and not keep doing the same things over and over when they are clearly
not working in order to improve the quality of service we provide to them.

4.2 Engagement with our customers
We will engage with our customers through the following means:

e Attendance of Presidential visits

e Attendance of all Implementation Forums
e Front-line and Citizen-based monitoring

e Presidential Hotline

We will engage with our staff through regular Staff and Branch meetings to

e Encourage them to become custodians and champions of our programs
e Listen to their needs suggestions and inputs in the running of the department.

5. Improvement Plan

5.1 Management Performance Assessment
The department conducted a self assessment of the guality of its management practices in four key
performance areas namely; strategic management, governance and accountability, human resource
management and systems as well as financial management and supply chain management using the
Management Performance Assessment Tool (MPAT). The assessment pointed to areas of weakness which
are the focus of this improvement plan. The results were further validated by the internal audit findings and
the HR capability assessment using the DPSA as well as the AGSA.
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10. Departmental Contact details

Physical address: Union Buildings- East Wing. Government Avenue. Pretoria. 001
Telephone: 012 308 5200

Website: www.thepresidenct-dpme.gov.za
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