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ABSTRACT 

The Batho Pele principles provide a framework about how public services should 

be provided for improving the efficiency and effectiveness of the Public Service.  

Adherence to these principles will guarantee the provision of excellent services 

that meet the people’s needs and expectations, enhance customer satisfaction, 

while upholding the government’s promise that access to decent public services 

is no longer a privilege to be enjoyed by a few, but the rightful expectation of all 

citizens. 

 

From the literature review, it was evident that improved public service delivery 

depends on several aspects ranging from Human Resource Development to 

performance measurement and accountability.  The need for improving efficiency 

and effectiveness of the Public Service is emphasized through the various pieces 

of legislation.  

 

Interviews and questionnaires were used to gather data and to get an 

understanding of data from the point of view of the participants.  Analysis of 

collected data revealed that there is an average compliance of 51, 5% to the 

principles.  Batho Pele principles should be incorporated in the performance 

contracts of all employees in the department so that periodically performance 

against them is assessed and ultimately all employees will become Batho Pele 

champions. 
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DEFINITIONAL FRAMEWORK 

 

1. Batho Pele is derived from the Sesotho name which means ‘People First’. It is 

the name given to the government’s initiative to improve the delivery of public 

services, get public servants to be service oriented, strive for excellence in 

service delivery and to commit to continuous service delivery improvement 

(Batho Pele Handbook, 2003: 8). It aims to improve delivery of public services 

based on the principles of putting people’s interests first. 

 

2. Effectiveness according to Robbins and Coulter (2005: 8) means completing 

activities so that organizational goals are attained i.e. doing the right things. The 

right things in this case refers to those work activities that will help the 

organization reach its goals. It is concerned with the means of getting things 

done; the attainment of organizational goals and can be judged in terms of output 

and impact. Organizational effectiveness is a measure of how appropriate 

organizational goals are and how well an organization is achieving those goals 

(Robbins & Coulter, 2005: 466). 

 

3. Efficiency refers to getting the most output from the least amount of inputs.  An 

organization is considered efficient when it is able to produce the most goods 

and services using the least amount of inputs. It is also termed doing things right. 

(Robbins & Coulter, 2005: 7). It relates to the degree to which outputs are 

achieved in terms of productivity and input.  



 v

 

4. Principles refer to formal written procedures which prescribes specific course 

of action to be taken under specific situations and which public officials should 

follow without regard to personal preferences or special interests (Fox & Meyer, 

1996: 101). They can also be described as a set of ideas that guides behaviour. 

 

5. Service delivery is the provision of public activities, benefits or satisfactions 

Fox & Meyer, 1996:118) It relates to the manner in which customers’ needs are 

met. 

 

6. Successful means having done what one has tried to do (Longman Dictionary 

of Contemporary English, 2005: 1056). Being successful refers to having a 

favorable outcome, having obtained something desired or intended. The word 

successful for the purpose of this study will be defined as the achievement of 

something desired, planned or attempted (The American Heritage Dictionary of 

the English Language, 2000).  
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CHAPTER ONE 
INTRODUCTION AND GENERAL ORIENTATION 

 

1.1. Introduction 

The objective of this chapter is to serve as an overall introduction to the research 

report.  It allows the reader to gain a high level of understanding of the 

background to the research, definition of the problem, research questions, the 

objectives of the study, scope of the study, as well as the structure of the 

research report explaining the contents of each chapter. 

 

1.2. Background of the Study 

Section 195 of the Constitution of the Republic of South Africa, 1996 stipulates 

the values and principles that should govern public administration.  Amongst 

them are, namely, effective, efficient and economical utilization of resources; 

people’s needs be responded to and that public administration should be 

accountable, transparent and development-oriented.  The White Paper on 

Transforming Public Service Delivery, 1997, which outlines the eight Batho Pele 

principles, is in line with the Constitution of this country and thus has to be fully 

implemented by all national and provincial government departments for the 

purpose of improving the quality of services provided to both the internal and 

external clients.  In line with the Constitutional principle of co-operative 

government, particularly as regards promoting a coherent government, it is 

expected, therefore, that all sectors of public administration will agree to follow 
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the principles set out in this White Paper (White Paper on Transforming Public 

Service Delivery, 1997:14). Public officials are required to adhere to the ethical 

standards, guidelines emanating from community values, rules of natural justice 

and Batho Pele principles. Societal values and norms, fairness and 

reasonableness, thoroughness, probity, balanced decisions, religious doctrine 

and value systems must be observed by public officials (Cloete, 1994: 78). 

 

In his speech during the official launching of the White Paper on Transforming 

Public Service Delivery in 1997, Dr. Zola Skweyiya emphasized the principles 

and values governing public administration as outlined in the Constitution of the 

Republic of South Africa, 1996.   

Batho Pele White Paper is about how public services are provided and  
about improving the efficiency and effectiveness of the way in which  
services are delivered.  The White Paper is directly applicable to those  
parts of the public sector, both national and provincial, which are  
regulated by the Public Service Act of 1994. 

(www.info.gov.za/speeches/1997)  
 

Based on this quotation, it becomes clear that the Limpopo Department of 

Agriculture is no exception in this case as the policy is applicable in all areas and 

to all employees in the public sector.  The White Paper on Transforming Public 

Service Delivery, 1997 requires government departments to improve their 

provision of public services in terms of the eight service delivery principles also 

called the Batho Pele Principles. Those principles are consultation, service 

standards, access, information, courtesy, openness and transparency, redress 

as well as value for money.  Departments have to put these principles into 
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practice with the ultimate aim of improving services to citizens.  A transformed 

South African public service will be judged by its effectiveness in delivering 

services that meet the basic needs of all South African citizens. By meeting and 

providing services that meet the basic needs of the people there will be 

improvement in the lives of the South Africans.  

 

It is along these lines that comments such as the following ensue: 

Generally, it is argued that the South African government has designed 
and passed laws of a high standard but the problem is with the 
implementation.  For Batho Pele to work, we need to start driving the 
initiative with results and not endless reports and strategies. Batho Pele 
Principles can be used to accelerate service delivery by government 
departments.  It is, therefore, necessary to start driving the initiatives with 
results so that Batho Pele program works effectively.  Government 
institutions are not friendly and Batho Pele principles are far from being 
truly implemented 
    (www.derek hendrikz.com/seminars-bathopele) 

 

And, 

 Batho Pele is an initiative to get public servants to be service oriented, to  
strive for excellence in service delivery and to commit to continuous  
service delivery improvement, it allows customers to hold public  
servants accountable for the type of services they deliver   

(Batho Pele Handbook, 2003: 8).  
 

The question may be, “Does the Limpopo Department of Agriculture adhere to or 

comply with the eight Batho Pele Principles for effective and efficient service 

delivery?”  If yes, why are there many service delivery complaints lodged by its 

customers as compared to compliments?  If no, what measures are being taken 

to ensure that the principles are complied with? 
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This study is based on the assessment of the implementation of the Batho Pele 

Principles in the Limpopo Department of Agriculture.  The study identifies the 

statement of the problem; and outlines the research questions and the 

formulation of the hypothesis.  The aims and objectives of the study are looked 

into, as well as the review of relevant literature.  Research methodology, as well 

as research design used for this study, are highlighted. 

 

1.3.  Statement of the Problem 

A larger percentage of the officials in the Limpopo Department of Agriculture do 

not satisfactorily implement the principles of Batho Pele.  This lack of proper 

implementation of the principles by the employees in the Department implies that 

service delivery does not take into cognizance the notion of ‘People First’ and 

thus customers’ satisfaction cannot be guaranteed.  Batho Pele is regarded by 

officials as an additional activity that could be done on a voluntary basis.  The 

employees’ performance against the principles has not been included in their 

performance contracts and thus is not monitored.  

 

The clients do not participate in determining key services that are to be rendered 

by the Department.  Adherence to the principles should involve, amongst others, 

consultation of the clients to determine their needs and expectations against 

which they will judge the performance of the Department.  Without adequate 

consultation, the Department will not be in the position to provide services that 

meet its clients’ needs.  
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There is no opportunity awarded to the clients to assess the performance of the 

Department so that customer satisfaction level is gauged; areas of weaknesses 

are identified; and service delivery gaps closed.  A well–defined system for 

auditing compliance to the principles in the Department is required to evaluate 

performance against the principles and to ensure redress in the case where the 

services provided fall short of the promised standard. DuBrin (2005:332) 

maintains that organizations have fallen into a knowing – doing gap because 

doing something requires the hard work of making something happens. He 

argues that it is important for companies and people to build a culture of action 

because managing information is not enough, it must be converted into action. 

 

It is argued that the structures set up for service delivery in all three spheres of 

government together with the good policies and laws developed so far form a 

conducive environment for effective service delivery, but only at a theoretical 

level. An analysis of our performance as a nation at the end of the first decade of 

freedom revealed that we have gone a long way in the area of policy 

development and still have a long way to go with the implementation of these 

policies (Service Delivery Review, 2007: 8). There are arguments that policy is 

good only to the extent to which it is implemented. The Minister of the 

Department of Public Service and Administration, Geraldine Fraser J Moleketi 

also emphasized that it is important to note that the public service will not be 
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judged by the number of guidelines that have been developed but by the extent 

to which they are implemented (www.dpsa.gov.za).  

 

The White Paper on Transforming Public Service Delivery, which outlines the 

eight Batho Pele Principles, was developed and published in 18 September 1997 

by the Department of Public Service and Administration.  These principles are 

expected to be implemented by all government departments in all spheres of 

government. In the context of governance, public service delivery is the result of 

the intentions and decisions of government and government institutions, and the 

actions undertaken and decisions made by people employed in government 

institutions (du Toit, Knipe, Van Niekerk, Van der Waldt & Doyle, 2002:5). Fox 

and Meyer (1996: 118), on the other hand, define it as the provision of public 

activities, benefits or satisfactions. This means that service delivery is the 

fulfillment of a mandate that each government department has to undertake for 

the purpose of satisfying the basic and important needs of the communities that 

have been identified through extensive consultation.  

 

All the Acts and policies of the government have to be adhered to by all the 

public servants in the various government institutions at all levels of government.  

Van der Waldt and Du Toit (2002:43) maintain that every action of a public official 

must be within the limits of enabling provisions of Acts and regulations (intra 

vires).  Botes (1994:179) also maintains that the laws of the country which have 
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been formulated, verbalized and articulated in the executive branch of 

government and approved by legislature should be regarded as the norm. 

 

1.4. Research Questions 

The main questions posed for the study are the following: 

a. Are the Batho Pele Principles implemented effectively and 

accordingly in the Limpopo Department of Agriculture?  If yes, to 

what extent, and what are the performance indicators to support 

proper implementation? 

b. Is there any form of compliance audit (internal and external) that is 

conducted to monitor adherence by all personnel to the Batho Pele 

Principles? 

c. Is there some kind of involvement or consultation with relevant 

stakeholders aimed at assessing their level of satisfaction regarding 

service delivery in the Department? 

 

1.5.  Objectives of the Study 

The objectives of the study are, namely:  

a. To investigate the impact of the implementation of the Batho Pele 

principles on service delivery within the Department; 

b. To assess the extent of compliance to the principles; and 

c. To provide possible mechanisms to fully integrate Batho Pele 

principles into daily activities of the employees of the Department. 
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1.6. Scope of the Study 

This research study was conducted in the Department of Agriculture in Limpopo 

Province.  Three districts, namely, Sekhukhune, Capricorn and Waterberg 

Districts as well as Head Office are covered with the perception that there may 

be some commonality in the findings.  The three districts were selected based on 

their geographical setup as they are regarded to be at the western wing of the 

Department’s districts. The study focuses on only three of the Batho Pele 

principles, namely, consultation, service standards and redress. The three 

principles have been chosen because of their interrelatedness. In terms of the 

White Paper on Transforming Public Service Delivery, the first step should be to 

consult customer so as to identify their needs followed by the formulation of 

service standards based on the identified needs so that customers know what to 

expect from the departments and the development of the redress mechanisms in 

the case where the actual delivery of services falls short of the promised 

standard. If departments want to put their customers first, they should listen and 

take account of their views (consultation), provide them with the standards of 

service of the highest possible quality (service standards) and respond positively 

and with urgency when actual delivery falls short of promises (redress). 

 

 

1.7. Outline of the Study 
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The study is composed of five chapters.  Chapter 1 focuses on the introduction 

and general orientation to the research project.  Chapter 2 investigates the 

research problem through the review of relevant literature.  The research 

methodology is presented in Chapter 3 whereas Chapter 4 focuses on the 

analysis of data presented.  Chapter 5 reviews the extent to which the research 

problem was answered and presents recommendations.  

 

1.8. Conclusion 

This chapter presented an overall introduction to the study.  The background of 

the study and the research problem provide an understanding of what was to be 

achieved during this research project. The chapter emphasized the fact that there 

should be a strong professional corps of public officials committed to serve the 

public within the dictates of policies for the betterment of people’s lives. The next 

chapter presents the literature review pertaining to the research problem. 
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CHAPTER TWO 
LITERATURE REVIEW 

 

2.1. Introduction 

There are several pieces of legislation and policies that impact on the 

transformation of the public service and the manner in which public services 

should be provided.  This is to ensure that government resources are managed 

and utilized in such a way that the society receives effective and efficient 

services.  The White Paper on Transforming Public Service Delivery is primarily 

about how public services are provided, and specifically about improving the 

efficiency and effectiveness of the way in which services are delivered (White 

Paper on Transforming Public Service Delivery, 1997: 09). The South African 

Public Service plays an essential role in implementing these policies as well 

ensuring the delivery of services. 

 

This chapter outlines the various pieces of legislation that impact on the manner 

in which public services should be provided.  Some of those ways include 

emphasis on the role of Human Resource development in improving service 

delivery.  The impact of Human Resource Management as well as Performance 

Measurement in improving service delivery is also dealt with.  The chapter also 

explains accountability of the public servants as having a bearing on the 

enhancement of the public service delivery to become more effective and 
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efficient. The value of worker participation in enhancing service delivery is also 

dealt with. 

 

2.2. Legislative Framework on Public Service Delivery 

Public service delivery is about satisfying the basic and important needs of the 

communities that have been identified through extensive consultation. It is the 

responsibility of all government institutions and thus all government institutions, 

irrespective of whether they are in the national, provincial or local government 

sphere, are involved in the rendering of services through taking into 

consideration the needs of the people.  Meeting the basic needs of the people is 

one of the key policy programmes of Reconstruction and Development 

Programme (RDP). 

 

Section 41 (1) of the Constitution of the Republic of South Africa, 1996 outlines 

the principle of cooperative government and intergovernmental relations.  It 

stipulates that all spheres of government and organs of state within each sphere 

must provide effective, transparent, accountable and coherent government for 

the Republic as a whole.  Section 32 refers to access to information and it 

prescribes the right of everyone to have access to any information held by the 

state.  Section 33 (2) deals with administrative action.  It states that everyone 

whose rights have been adversely affected by administrative action has the right 

to be given written reason.  This is related to the principle of redress.  Section 

195 (1) provides that public administration must be governed by the democratic 
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values and principles enshrined in the Constitution.  It further stipulates other 

principles related to the principles of Batho Pele that should inform Public Service 

delivery, namely: 

a. People’s needs must be responded to; 

b. Transparency must be fostered by providing the public with timely, 

accessible and accurate information; and 

c. Public administration must be accountable. 

  

The White Paper on Reconstruction and Development (Notice no 1954 of 1994) 

identifies the meeting of the basic needs of all citizens through more effective 

service delivery as one of the five key programmes of the Reconstruction and 

Development Programme.  The basic needs of the people range from job 

creation, land, agrarian reform, housing, to water and sanitation.  It advocates the 

formulation of a communication strategy that should effectively communicate the 

objectives of, and progress with, implementing RDP to allow the public to be fully 

informed and participate (consultation and information). 

 

The White Paper on the Transformation of the Public Service, 1995 highlights 

transformation priorities of the government, one of which is transforming service 

delivery to meet the basic needs and redress past imbalances.  Regarding 

consultation and participation of the community, it stresses the creation of 

government-community partnership for effective use of public funds and 

community resources.  The formulation, implementation and monitoring of 
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service delivery plans should be carried out in close consultation with unions and 

staff, and especially with service users.  It also states that the Ministry for Public 

Service and Administration places considerable emphasis on the need for 

effective consultation, both within the public service and with the South African 

society.  This means that communities should be afforded an opportunity to 

participate in the decision making process on issues affecting their welfare and 

should also be encouraged to contribute to the delivery of services through 

community based initiatives.  

 

The White Paper on Transforming Public Service Delivery, 1997 lists the policy 

goals, namely, consultation; service standards; courtesy; information; openness 

and transparency; redress as well as value for money.  It has as its principal aim 

the transformation of the South African Public Service into a coherent, 

representative, competent and democratic instrument for executing government 

policies and meeting the needs of the people (Van der Waldt, 2004:86).  This 

implies that its purpose was to advance one of the eight transformation priorities, 

namely, transforming service delivery.  It provided a policy framework and 

practical implementation strategy for a more efficient, effective and equitable 

provision of public services. 

 

The Batho Pele principles indicate that the public servants have to be committed 

to the provision of high quality services to all South Africans in an unbiased and 

impartial manner, responsive to the needs of the public, accessible, informative, 
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accountable and open to public scrutiny.  Openness and transparency as a 

principle is important in public service delivery for purposes of building 

confidence and trust between the government departments and the citizens they 

serve.   

 

Batho Pele requires provincial and national departments to do the following: 

a. Identify service standards, outputs, targets and performance 

indicators, benchmarked against comparable international 

standards; 

b. Monitor and evaluate mechanisms and structures designed to 

measure progress and introduce corrective action where 

appropriate; and 

c. Develop a culture of customer care and of approaches to service 

delivery sensitive to issues of race, gender and disability. 

 

The two primary functions of Batho Pele are, namely:  

a. The delivery of services to citizens who should be treated as 

customers, whereby it will be possible for those citizens to hold 

public officials individually accountable for the delivery and quality 

of public services; and 

b. Channeling commitment of public officials to introduce customer-

focused ways of executing their functions and doing their work. 
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The Public Service Regulations, 2001 also emphasize the issue of Service 

Delivery Improvement Programme, which is also mentioned in the White Paper 

on Transforming Public Service Delivery, 1995.  This policy stipulates that the 

departments are expected to develop a Service Delivery Improvement 

Programme.  Part C.1. states that an executing authority shall establish and 

sustain a Service Delivery Improvement Programme  for his Department through 

the following: 

a. specifying the main services to be provided to different types of 

customers as identified by the department; 

b. containing consultation arrangements with the department’s 

actual and potential customers;  

c. with due regard to the customers’ means of access to the 

services and the barriers to increased access thereof, specifying 

the mechanisms to be utilized to remove the barriers to access 

to services; 

d. indicating the standards for the main services to be provided;  

e. containing arrangements as to how information about the 

department’s services is to be provided; and 

f. stipulating a system or mechanisms for complaints. 

The aspects that the Service Delivery Improvement Programme should 

encompass are linked to the principles of service standards, consultation, 

access, information and redress. 
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The Promotion of Access to Information Act, 2000 obliges departments to be 

more transparent in their dealings with the public.  It provides prescriptions 

regarding the publication of various types of reports, including contact details of 

responsible officials.  It highlights the public’s right of access to information from 

the public and private bodies.  

 

The Promotion of Administrative Justice Act, 2000 prescribes that in order to give 

effect to the right to procedurally fair administrative action, the public should be 

consulted. It also emphasizes the citizens’ rights to redress and requires that 

reasons be given for any administration action. It also promotes transparency in 

public administrative decisions and related actions. 

 

2.3. The Nature and Extent of Batho Pele  

Batho Pele is the name given to the government’s initiative to improve the 

delivery of public services.  The name was chosen to emphasize that it is the first 

and foremost duty of the public service to serve all citizens of South Africa. Batho 

Pele aims to enhance the quality and accessibility of government services by 

improving efficiency and accountability to the recipients of public goods and 

services (www.dpsa.gov.za). The guiding principle of public service 

transformation and reform is ‘service to the people’ which demands focus on 

customer needs and to continuously review the most appropriate approaches to 

deliver quality services (Ramaite, 2001:29).  As a result, the government adopted 

a customer focused approach that attempts to improve efficiency and productivity 
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in the public service through the provision of services that are responsive to the 

needs of the people.  Customer focused approach includes consulting users of 

services, setting service standards, increasing access, ensuring courtesy, 

providing more useful information, increasing openness and transparency as well 

as providing the best possible value for money (Arko–Cobbah, 2002:56).  In the 

end, transformation of the public service will be judged on whether it can meet 

the basic needs of all South African citizens or not.   

 

Batho Pele is an initiative to get public servants to be service oriented, to strive 

for excellence in service delivery and to commit to continuous service delivery 

improvement.  It allows customers to hold public servants accountable for the 

type of services the latter renders. It ensures that the notion of a ‘caring 

government’ finds expression in the manner in which public servants interact with 

the public, and that services are oriented to the needs of the people (South 

African Year Book, 2001:50). 

 

2.4.     Batho Pele Principles 

The White Paper on Transforming Public Service Delivery, 1997 emphasizes 

consultation of the end-users of the services provided by the government through 

its various departments and institutions.  Every government department is a 

public body that exists to serve the public and therefore needs to communicate 

with the public it is designed to serve (Craythorne, 1990: 84). This is in line with 

Section 195 (1) (e) of the Constitution, which stipulates that, in public 
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administration, the public must be encouraged to participate in policy making. By 

consulting the end-users, an opportunity is created for their participation. Citizen 

participation is conducive for sound planning and is consistent with democratic 

ideals of providing information to citizens and enhancing acceptance of public 

services (Bekker, 1996: 44).  It is along these lines that there is a belief that 

participation by citizens is a key cornerstone of good governance (Van der Waldt, 

2004:10).  Participation is also regarded as one of the major characteristics of 

good governance because it encourages the community to get involved in and 

take responsibility for the implementation of development to improve their quality 

of life (Van der Waldt & Knipe, 2001:109). As a result, customer evaluation is 

appropriate when an organization is interested in gathering information to 

determine what products and services the customer wants. The information 

collected through customer evaluation will enable the company to determine 

whether changes in other activities are needed to improve customer service. 

 

Each of the groupings of customers (e.g., women, business communities) may 

require different services and each may have different service expectations.  It is 

thus necessary to consult them so as to determine their needs and expectations, 

as well as to develop service standards that are aligned to their needs and 

expectations. Public participation and consultation are a means of reducing 

autocratic behaviour, involving the people in government and directing 

governmental efforts at the real needs of society (Craythorne, 1990:70). 

Politicians and administrators must not decide on behalf of citizens what is 
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needed and how it should be provided.  If this is the case, then citizens will thus 

be playing a passive role in service delivery.  Mechanisms should be developed 

for citizens to interact with government and through which inputs regarding 

efficiency or inefficiency of services can be provided effectively.  The paradigm 

shift that must happen within the public service is whether we deliver 

programmes to clients or we provide services to communities of citizens who 

have the right to participate in defining the content and quality of such services 

(Service Delivery Review, 2001:13).  It can thus be concluded that public service 

delivery be done in consultation with the end-users of the services and this will 

allow them to participate in decision-making.   

 

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

so that they are aware of what to expect (White Paper on Transforming Public 

Service Delivery, 1997:15).  A standard is defined as a predetermined criterion 

with which the performance must comply (Kroon, 1996:126).  Actual performance 

is compared with standards set during planning.  Setting service standards is an 

important element of Performance Management, and one’s performance is 

judged and measured through standards. In setting standards, the quantity of 

units produced, the quality of the product, as well as the time taken to complete a 

task are considered. Setting service standards is a way through which an 

institution can manage stakeholder expectations within its available resources 

(www.compcom.co.za).  It provides the clients with certainty regarding what the 

institution offers and what the client should expect.  Clients can, thus, air their 
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dissatisfaction in respect of the services provided.  And the institution, on the 

other hand, can improve the quality of services based on client needs.  The 

institution is able to judge its performance and clients will also be able to judge 

the institution’s performance as they know what to expect and what they can do 

when services they receive are not acceptable.  Service standards are intended 

to let clients know what to expect and also to help to moderate clients’ unrealistic 

expectations for service.  The most important issue is to measure performance 

against standards, strive for continuous improvement and develop a quality 

service improvement plan.  This will require that standards be monitored, 

changed and improved over time.   

 

In line with the White Paper on Transforming Public Service Delivery, 1997, the 

Department of Public Service and Administration has requested each 

government department to produce a document wherein the organization 

commits itself to a particular standard of service. This document must be made 

available to the employees and stakeholders of an organization 

(www.icd.gov.za). To add to this, it is indicated that effective public participation 

depends on full, accurate up-to-date information. The public may seek access to 

information from public authorities and the public authorities are obliged to 

provide information in response to requests” (Nealer, 2005:60).  This implies that 

the public has the right to be informed and public officials have to collect and 

disseminate information of public interest upon request and also without the need 

for a request. 
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Every South African has the right to know what government services are 

available to them and to access these services.  A large portion of the historically 

disadvantaged members of our community are illiterate and semi-literate, and 

thus efforts should be made to ensure that all these people are able to access 

public services to get what they need.  There is a need to extend services to 

previously marginalized groups to foster the principle of universal access to 

services and to encourage public participation (Service Delivery Review, 

2001:51). This can be done by way of ensuring that people know how to get to 

the buildings in which government offices and services are located.  Citizens 

should have access to institutions that promote development since development 

is for them.  Access applies especially to the previously disadvantaged sectors of 

the community and to people with special needs.  Good staff attitudes and 

addressing customers in their own language make access easier 

(www.kwazulunatal .gov.za).  

 

Citizens should be treated with courtesy and consideration.  To support this, it is 

indicated that it does not matter what the situation or condition of the customer is, 

his or her dignity must always be respected in the process of providing 

appropriate public services (Batho Pele Handbook, 2003:164). 

 

Citizens should be given full, accurate information about the public services they 

are entitled to receive.  Public service departments should communicate their 
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plans for service delivery in relation to service standards, guarantees that may be 

expected as well as the complaints procedure that can be followed.  Customers 

should be well informed about the services the government departments provide 

and this may be done through a Service Commitment Charter. Dissemination of 

information is normally done through the Annual Reports, newsletters and media 

releases. 

 

As one of the Batho Pele principles, openness and transparency means that 

citizens should be told how national and provincial departments are run.  

Openness and transparency is important in public service delivery for purposes 

of building confidence and trust between the government departments and the 

citizens they serve.  Transparency refers to the availability of information to the 

general public and clarity about government rules, regulations and decisions 

(Van der Waldt, 2004:16).  Regular meetings, workshops, stakeholder forums, 

Annual Reports, financial statements and Awareness Campaigns contribute to 

more transparency.  An Annual Report will tell citizens how resources were used 

and how the department performed regarding delivering on time, as well as 

keeping promises.  Reasons for failure to meet standards should be outlined in 

the report, together with ways to improve services. Open days can also serve as 

a good mechanism for informing the public on how the business is administered. 

 

If the promised standard of service is not delivered, citizens should be offered an 

apology, a full explanation, and a speedy and effective remedy, and when 
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complaints are made, citizens should receive a sympathetic and positive 

response (White Paper on Transforming Public Service Delivery,1997: 15). South 

African citizens do not only have the right , but are expected to complain if they 

are unhappy with the services they receive at the hands of the government 

officials (Batho Pele Handbook, 2003:192). Public employees need to appreciate 

the important role of communities in providing feedback on the efficiency of 

public service delivery and the performance of the public sector in general. 

 

 The principle of redress demands that all national and provincial departments 

establish Complaints Handling systems, guided by the guidelines such as 

accessibility, fairness, responsiveness and confidentiality (Batho Pele Handbook, 

2003: 194).  Clients’ satisfaction and expectations can be accessed by providing 

suggestion boxes, monitoring the volume and nature of complaints, conducting 

surveys and site visits.  The complaints mechanisms used should be openly 

displayed and available to clients.  

 

Public services should be provided economically and efficiently in order to give 

citizens the best possible value for money.  This includes eliminating waste, fraud 

and corruption, as well as finding ways to improve services at little or no cost. 

The services should be provided in line with the allocated resources be it 

physical, financial or human. 
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2.5. The Relationship between Performance Measurement and Public Service 

Delivery 

According to Ramaite (2001:36), the efficient, effective and economical 

management of public resources requires an evaluation of performance.  

Performance evaluation is defined as a means of rewarding employees for their 

success in achieving the objectives that were agreed upon by them and their 

managers. It is aimed at placing managers in positions to develop the initiative, 

creativity and sense of responsibility so that each will be motivated to achieve 

his/her objective and ultimately the goals of the organization (Rossouw et al., 

2003:248). Performance of the various government institutions should be 

assessed by both internal and external clients and feedback on the performance 

thereof be provided.   

One of the primary ways strategies are implemented is through defining 
the results, behaviours and employee characteristics that are necessary 
for carrying out those strategies and also developing measurement and 
feedback system that will maximize the extent to which employees 
produce the results. Performance management is one such strategy. 
Feedback given during a performance evaluation process often pinpoints 
the employee’s weaknesses as well as the cause of deficiency in 
employee’s performance 
      (Noe et.al, 2006: 332). 

  

 

Performance management is one of the systems and processes of the 

government which was introduced to support service delivery mandates. Its aim 

was to generate a positive impact on service delivery by consistently and 

continuously monitoring and measuring performance. It clarifies institutional 

goals and priorities in the most efficient and effective manner possible. Professor 
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Sangweni reiterates the fact that performance management has to be applied to 

maximize contributions of units, individuals and teams towards the achievement 

of national and organizational goals (www.opsc.gov.za). Evaluating employee 

performance is part of a performance management system, which is a process of 

establishing performance standards and appraising employee performance in 

order to arrive at objective human resource decisions as well as to provide 

documentation to support those decisions (Robbins & Coulter, 2005:296). This 

emphasizes the fact that through the review of its performance, an organization 

is able to know if it is on track and in the long term make improvements.  

 

Performance measurement can be done through client satisfaction survey which 

allows managers to measure the gap between expectations that citizens have 

regarding a particular service and the actual delivery of that service as 

experienced by the citizens. If the gap is not tolerable, strategies to minimize it 

should be explored to ensure that actual service delivery falls into an area that is 

more acceptable; thereby determining what needs to be done to meet the 

expectations of recipients of that service. A key to Batho Pele ‘s success will be 

the development of new and better ways to find out what customers think of the 

services they receive, and to build these views into decision- making processes 

which determine the level and quality of services to be provided 

(www.info.gov.za). An assessment of the satisfaction level amongst citizens to 

whom the service is rendered is a critical dimension of performance management 

system.  
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The success of the Public Service in delivering its operational and developmental 

goals depends primarily on the efficiency and effectiveness with which 

employees carry out their duties (White Paper on Human Resource Management 

in the Public Service, 1997:25).  As the performance of every individual 

employee contributes to the overall delivery of the organization‘s objectives, 

which is service delivery,  it has to be managed so that factors that may result in 

ineffectiveness are detected at an early stage and thus dealt with accordingly. 

 

Effective service delivery must be measured in terms of the extent to which an 

organization addresses its clients’ needs and expectations. Government 

departments engage in strategic planning to achieve certain outcomes in line 

with the objectives against which performance must be measure. The 

performance of individuals within the organization should be aligned to the same 

outcomes and the strategic objectives that support those outcomes. 

 

There was a shift in focus of the South African Public Service towards 

transformation that requires the development of policies, systems and practices 

that seek to put delivery of services to the customer first, following Batho Pele 

principles.  The Public Service has, as its main responsibility, to address 

changing needs and expectations of its customers and this should be measured 

so that corrective measures are taken to address short falls.  Performance 

management and measurement will help in reengineering the public service to 
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ensure that the government and administration of service delivery are accessible 

to the people (Performance Management System Guideline- Non SMS: 16).  The 

Performance Measurement System should, however, be well managed and 

efficiently implemented so as to lead to improved service delivery to the benefit of 

all the citizens of this country.  

 

2.6. The Impact of Human Resource Management on Public Service Delivery 

Human Resource Management techniques, procedures and systems that are 

applied in public service institutions have an impact on performance and service 

delivery levels of those institutions.  This is because the provision of training, 

measurement of performance and exercise of discipline all influence the quality 

of services.  Improved service delivery is dependent on the ability of officials to 

operate within a sound administrative system that is supported by sound 

managerial practices.  This will demand that managers be capacitated to take 

decisions, exercise discipline and demand accountability from all their staff.  

Many national departments and provincial administration lack developed 

management skills, as well as the capacity to develop policy and devise practices 

for their implementation (White Paper on Human Resource Management in the 

Public Service, 1997:36).  This points to the need for managers with updated 

managerial skills, who are able to develop policy and enforce implementation of 

such policies so that service delivery is guaranteed.  
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Human Resource practitioners should be in a position to understand and assist in 

the government’s effort to better the lives of the South African citizenry. They 

should understand take both the operational needs of the organization and the 

needs of the employees. This will assist them to understand their workforce’s 

experience and then act on those experiences to improve the working conditions, 

hence service delivery.  They should also be able to communicate the 

government’s programme of action to other civil servants who are tasked with the 

responsibility to make Batho Pele meaningful to the ordinary citizens.  

 

All institutions are basically dependent on people with responsibility allocation for 

accomplishing their missions. This indicates that human resource management is 

central to the functioning and service delivery of each and every organization. 

There is a link between good quality staffing and service delivery although this is 

often overlooked. The development of a service delivery oriented and multi-

skilled workforce is essential (White Paper on Human Resource Management in 

the Public Service, 1997: 10). Sound human resource policies and procedures 

should be developed and implemented accordingly as they are crucial to 

excellent service delivery in the Public Service. The South African Public Service 

has to ensure that there is continuous improvement in the Public Service through 

the recruitment and retention of competent staff. This will also depend on the 

availability of a motivated, loyal, committed, knowledgeable, competent and 

diligent work force (www.info.gov.za). 
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In order for the Public Service to be successful in delivering quality service, it 

should maximize its employees’ contributions and commitment. This implies that 

service to the society should stem from individual commitment and dedication 

instead of compulsion. Employees are a key resource in an organization. It is, 

thus, essential for organizations to invest in people in order  to retain their staff, 

to perform better as well as to achieve greater staff commitment.   

 

2.7. The Effect of Human Resource Development on Public Service Delivery 

The Public Service is supposed to be a learning organization where employees 

acquire skills and knowledge on how best services can be provided to the 

satisfaction of the intended customers.  Public servants will be able to provide 

services efficiently and effectively when they have acquired the necessary skills 

and expertise.  The government has to ensure that those employed are skilled, 

trained and loyal to the public sector to carry out their roles and responsibilities in 

the most efficient and effective manner possible (Majam, 2005:442). 

Developmental opportunities should be presented to the public officials to ensure 

effective running of the public sector.  

 

A competent workforce is a key resource if an organization wishes to continue 

earning its customers’ approval.  Services require a greater knowledge-base 

workforce in order to respond effectively to the rapid change which the future 

offers (Normann, 2000:90).  This emphasizes the fact that Human Resource 

Development should be given more attention due to technological 
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advancements. Robbins and Coulter (2005:294) maintain that employee training 

is an important Human Resource Management activity in that as job demands 

change, employees skills have to be altered and updated. Effective service 

delivery is dependent on the ability of public servants to efficiently and effectively 

translate the values, goals and objectives of the government; when they have 

acquired the necessary skills and expertise.   

 

There is a dire need to develop the public servants as this will have benefits for 

effective service delivery. This is because service delivery training brings about a 

shift in the way in which employees understood and undertake their daily 

activities. They become outcome and client needs focused in everything they do. 

Through training public servants will acquire an understanding and skill in dealing 

with the demands for better standards of service in their interaction with the 

public.  

The workplace in South Africa is rapidly changing as a result of changes in 
value systems, international competition, new technologies and 
participative management. It is argued that South African organizations 
spend an average of 2, 7 % of their payroll on training. It is essential to 
conduct training and development of human resources in South African 
enterprises as this important aspect has been neglected over the past 
decades. The government should invest in human resource to avoid low 
productivity, redundancy of older staff members, fear of technological 
advancement and illiterate workforce, all resulting in poor service delivery. 
      (Erasmus & van Dyk, 2003: 46)   

  

 

Shortage of skilled personnel is the most serious threat to effective service 

delivery. The country’s needs should be linked with the employer and employee’s 
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needs in order to create an environment where skilled personnel enjoy long 

prosperous careers. Globalization, on the other hand, also redefines skills and 

knowledge that the workers need. Human resource development strategy has 

been designed to focus on developing and supporting the government‘s 

workforce. Through skills development, skilled employees who are able to 

perform their jobs to acceptable standards are produced. There is, thus, a need 

for re-skilling when the employees move to new roles and up-skilling as part of 

continuous improvement.  

 

The results of training facilities, together with the effects of training on the 

performance of the trainees, should, however, be evaluated because if they are 

not evaluated, they may become ineffective and lead to non-delivery of services.  

Erasmus and van Dyk (2003: 54) are also of the opinion that in order to ensure 

success, training practitioners must continuously monitor the training input that is 

made available against the organizational objectives so as to increase the 

credibility of the training department in the enterprise. To achieve this many 

organizations compile skills audit and develop workplace skills plan so that it is 

possible to determine skills shortage and provide training in accordance with the 

plan. 

 

However, in spite of this, Thornhill holds that: 

Training cannot solve all the problems experienced in South Africa, but 
it could undoubtedly make a significant contribution towards satisfying  
the human resource requirements of a democratized government aiming 
its policies at improving the living conditions of all members of society in a  
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non-discriminatory manner. 
(Thornhill, 2005:585) 

 

2.8. The Effect of Accountability on the Provision of Excellent Public Services 

Accountability means that someone in the organization can accept blame or 

praise for a decision or action (Hughes, 2003:241). It also means answerability 

for action carried out and performance achieved to others (Johannsen & Page, 

1995: 8). The Public Service is obliged to provide excellent services to the public 

and public servants should, therefore, be prepared to accept the blame or praise 

from the public for failure or success in delivering the mandate. Since public 

servants are involved in setting policies and monitoring progress towards the 

attainment of objectives, they need to be responsible for what they do. They are 

personally accountable for their actions and achievement of results. This 

emphasizes the greater demand for the public servants to be client focus, more 

responsive and thus directly accountable to the public for own performance. 

Public service delivery will improve when there is greater accountability for 

results and own performance by public servants to both the politicians and the 

public especially clients.  

 

By being accountable, public servants should be required to account for their 

actions and omissions. Effective managerial service requires the need to obtain 

and enforce public accountability.  It is even argued that accountability is not only 

a precondition for the maintenance of democracy but is also a requirement for 
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sound public administration (www.dpsa.gov.za).  The government and processes 

of governance must be accountable to the governed.   

 

Central to the Batho Pele campaign is the inculcation of a culture of 

accountability to citizens (South African Year Book, 2001:50).  The society 

should be able to demand information from governmental institutions for it to be 

able to determine the success or failure of policies and actions of government.  

Availability of information to the citizens increases their ability to participate in 

policy making and in monitoring performance of public institutions.  

 

The absence of accountability leads to corruption and subsequently inefficiency 

and ineffectiveness in the Public Service.  Wilson and Ramphele, in Cloete and 

Mokgoro (1995:7), call for a system of checks and balances on the public service 

to prevent corruption, and this includes the establishment of structures of 

accountability.  They further emphasize that it will be difficult to develop a sense 

of public service and accountability to the people if the concept of the ‘people’ is 

a meaningless term, and when the system is unresponsive to the public needs.    

To become accountable, public servants should be required to answer for their 

actions and omissions. 

 

Since the public servants are involved in setting policy and monitoring progress 

towards objectives, they need to be responsive for what they do.  They should, 

themselves, be personally accountable for their actions and achievement of 
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results.  The move is towards achieving goals to improve responsiveness to 

clients and that is service delivery. Minister Geraldine Fraser- Moleketi 

emphasized that since citizens are at the centre of service delivery, there should 

be greater direct accountability to them, more opportunity for participation and 

direct involvement in the delivery process (www.polity.gov.za).  

 

2.9. The value of worker participation in improving organizational efficiency and 

effectiveness 

Anstey in Nel (2002:214) defines worker participation as a process which 

recognizes the right of employees individually and collectively to be involved with 

management in areas of organizational decision making beyond those usually 

associated with collective bargaining. Peters et.al (1998: 94) on the other hand, 

define it as a process of engaging employees in their work and increasing their 

participation in decision making. Employees of an organization should participate 

in decision making regarding the activities of an organization that affects them. 

They have a better understanding of and greater commitment to the policy when 

they are involved. The effectiveness of modern management techniques often 

depends on employee cooperation (Noe et.al, 2006: 334). This implies that 

employee participation plays a major role in bringing about improved productivity 

or organizational performance. Those who work under the supervision of others 

and those who are affected by activities of a particular organization should have 

a say in any decision regarding those activities.  
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The White Paper on the Transformation of the Public Service, 1995 stresses the 

fact that to achieve its goals, the transformation process must secure the active 

involvement, support and commitment of the vast majority of public servants. Nel 

(2002: 214) argues that management‘s objective with worker participation is not 

to give away any part of its control but to link it to management‘s goal of 

improving efficiency and effectiveness of the organization.  He further maintains 

that worker participation has an economic objective in that it brings about 

improvement of productivity and consequently higher profits for the organization. 

This implies that, from the management side, worker participation will result in 

improving efficiency and effectiveness of the organization. 

 

It is important that an organization develops a friendly and pleasant environment 

that is conducive for the organization’s personnel to achieve at their best levels; 

such an environment will ensure that personnel are motivated to reach their 

highest productivity achievements (Rossouw et al., 2003: 85). Employees may 

be offered an opportunity to make suggestions about ideas on how to increase 

work efficiency and productivity. Involving them will entail interaction in an 

attempt to reach an agreement on an action to be taken in order to achieve the 

organization’s objectives. 

 

2.10. Conclusion 

Transforming the delivery of public services should be done by transforming the 

attitude and manner in which the public officials execute their functions. The 
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notion of Batho Pele has to be upheld as it prescribes how public services should 

be provided in order to improve the efficiency and effectiveness of the way in 

which services are delivered. There are variances between policy delivery 

objectives formulated in the Constitution of the Republic of South Africa, 1996 

and the current state of public service delivery. There is, thus, a need to reconcile 

the service delivery plans of the government organizations with the policy 

delivery objectives as set out in the Constitution. 

 

 An efficient and accountable Public Service is the hall mark of any democratic 

society. The adoption of an accountable management whereby public officials 

are accountable for their actions and the results of organizations will lead to 

improved service delivery.  With more attention being given to the need for a 

skilled workforce whose performance is continuously managed and monitored, 

improved service delivery will be attained. It is highly crucial for the government 

institutions to take the initiatives to promote sound human resource management 

as central to building sound public administration. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 
 

3.1. Introduction 

This chapter presents the research methodology used in attempting to answer 

the research questions as stated in Chapter 1.  It outlines the research methods 

and sampling methods used, together with the description of the respondents.  

Data collection techniques and procedure used for this study are described and 

thereafter a conclusion is presented.  

 

3.2. Research Design 

Both qualitative and quantitative research methods were used in the research 

process.  Qualitative research methods were used with the aim of producing a 

rounded understanding of data as it would enable the researcher to see the world 

from the point of view of the participants.  The researcher conducted individual 

interviews during the data collection process, which is also one of the research 

techniques used in qualitative research methods.  Quantitative research methods 

were also used through the distribution of questionnaires to the potential 

respondents.  Document review was also employed to gather as much data as 

possible.   

 

Before collecting the information, the researcher asked for permission to collect 

data from the authorities within the Department who agreed.   A submission was 
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compiled and submitted to the Head of the Department of Agriculture for 

approval to conduct research within the Department and the signature of 

approval was granted.  

 

Permission was also requested telephonically from the respondents who were 

targeted to participate in the interview process.  Their consent was obtained 

before collecting data.  Information regarding the contact numbers of the 

representatives of the farmers’ unions and that of the project members was 

obtained from staff members interacting with them as part of their daily activities.  

 

Each of the distributed questionnaires was accompanied by a covering letter that 

explained the purpose of the survey, together with the contact information of the 

researcher.  Issues of confidentiality, anonymity and non-victimization were also 

stressed on the covering letter of both the questionnaire and the developed 

interview schedule.  The time to be spent on the completion of the questionnaire 

and the interview session were clearly articulated to the respondents on the 

covering letter. The researcher also emphasized the fact that the results of the 

research will be used for study purposes only. 

 

 3.3. Sampling 

In this survey, non-probability sampling method by way of accidental sampling 

was used through focusing on respondents who were near and readily available 

for the survey.  The research sample covered employees of the Department who 
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were attached to Head Office, Sekhukhune District, Capricorn District, as well as 

Waterberg District.  Efforts were made to ensure that the sample formed was 

representative of the operational level, Middle Management Services and Senior 

Management Services of the Department.  An accidental sampling method was 

used whereby members of the population that were readily available for research 

purposes were engaged.   

 

Having anticipated the possibility of a low response rate, a big sample was 

drawn, with the result that 165 people participated from the survey population of 

500 people, which constitutes 33% of the target population.  The response rate 

was higher than the anticipated 20% in that, out of 450 questionnaires that have 

been distributed, 142 were returned and that constitutes 31.5% response rate.  

Not all dispatched questionnaires were returned because of reluctance to 

participate, language barriers and even lack of information about the Batho Pele 

principles on the part of the targeted population.   

 

A total of 118 employees at operational level, and 24 at Middle Management 

Services participated in the study by way of completing the questionnaire.  At 

least 8 employees at Senior Management Services, 05 representatives of the 

farmers’ unions, as well as one representative from each of the 10 funded 

agricultural projects also took part in the research project by way of responding to 

the interview questions posed.  
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3.4. Data Collection Techniques  

Primary techniques that included questionnaires, interviews, observation and 

document review were used to collect data for this study.  This is in line with the 

fact that qualitative research methodology is used in this survey and it requires 

the use of methods such as in-depth interviewing of key informants, observation, 

questionnaire, perusal of personal documents (such as life histories, diaries and 

autobiographies).  The aim is to understand the issues being researched from 

the perspective of the participants and to produce descriptive data, which is 

generally people‘s written or spoken words. 

 

Questionnaires have been used to obtain information on the attitudes of the 

employees towards the concept of Batho Pele; their opinions about Batho Pele 

principles; as well as their observation and practical application of Batho Pele 

principles.  Structured self-administered questionnaires were personally 

distributed and administered by the researcher to employees at Head Office, 

Sekhukhune District, Waterberg District and Capricorn District and were collected 

after 5 days.  The questionnaire used for this study was divided into five sections, 

which are Sections A to E, and comprised 23 questions.  A combination of close-

ended and open–ended questions was included in the questionnaire.  

 

The ‘not sure’ option has been included so that the respondents who have not 

formed an opinion or experience of the issue at hand can indicate this.  

Questions that were related to the same Batho Pele principle were grouped for 
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the respondents to have a clear focus.  Section A dealt with demographic data, 

Section B was about the principle of consultation, Section C focused on the 

principle of service standards, and Section D was concerned with the principle of 

redress, whereas Section E detailed an overview of the implementation of the 

principles.  

 

The researcher ensured that the number of questionnaires distributed is more 

than the one targeted for, in order to guard against the challenge whereby some 

of the questionnaires would not be returned.  A total of 450 questionnaires were 

distributed, of which 142 were returned.  The reasons for not having all 

questionnaires returned range from reluctance to participate, language barriers to 

even lack of information about the principles on the part of the targeted 

population. Of the completed and returned questionnaires, 24 were completed by 

the employees at the Middle Management Services and 118 were completed by 

employees at operational level.  Some questions on the completed 

questionnaires were omitted by the respondents whereas some were incorrectly 

completed.  About 36.3% of the respondents were females, whereas males 

constituted 63.7% of the research population. 

 

As this study is also qualitative and descriptive, in-depth interviews were held.  

Interviews were conducted to the members of the Department’s Senior 

Management Services, representatives of the established and funded agricultural 

projects as well as the chairpersons of the various farmers unions.  
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Interview questions were formulated and grouped according to each of the Batho 

Pele principles. A combination of both telephonic interviews and personal 

interviews was conducted with the employees of the Department, members of 

the agricultural projects and representatives of farmer’s unions. Telephonic 

interviews were used in instances whereby the interviewees are always out of 

their offices due to the hectic schedules of work. The issues of the long distances 

and the scattered nature of the workplaces for target population were also 

considered when embarking on telephonic interviews. Personal interviews were 

used essentially to provide translations and clarification of issues on the spot 

where necessary. Interview questions were posed to representatives of the 

agricultural projects taking into account the issue of language barriers whereby 

they were interviewed in their language of preference. This also allowed an 

opportunity to give an explanation of concepts that are beyond their vocabulary. 

 

The researcher first introduced herself before posing the interview questions.  

The purpose of the study was explained at the beginning to the participants and 

their cooperation sought.  An indication of how long the interview is expected to 

last was also made.  Complete anonymity and confidentiality were assured to the 

participants.  The researcher pleaded with the participants to feel free to express 

their true feelings and to be honest in responding to the questions asked.  The 

respondents were also urged to give as much information as possible and were 

also reminded that there is no incorrect answer. 
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At the starting phase of the interview session, simple and non-sensitive questions 

were asked and controversial questions were reserved for the middle to later 

phase of the interview process.  This was aimed at arousing and attracting the 

respondents’ interest in the topic and also to ensure that they become 

acquainted with the subject matter.  Responses given by the respondents were 

noted by the researcher while asking the respondents questions, and a complete 

report was compiled just after the conclusion of the interviews.  After every 

interview session, the researcher cross-checked the notes to verify if relevant 

information has been gathered and also to compile a summary of the findings 

against the posed questions.  Irrelevant information that was noted down was 

then taken out. 

 

The researcher managed to obtain and scrutinize some of the documents 

relevant to the research problem.  The documents surveyed included the 

Performance Instruments (Memorandum of Understanding) of the employees, 

the department’s Strategic Plan document, Annual Reports and Service Delivery 

Improvement Plans. They provided an in-depth insight and information regarding 

the alignment of the duties and responsibilities of the individual employees to the 

performance plans of the Department. 

 

3.5. Conclusion 
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This chapter outlined the research design and methodology for the study to be 

carried out to assess the implementation of the Batho Pele principles within the 

Limpopo Department of Agriculture.  The use of questionnaires, interviews, 

observation and document review formed the framework of the research 

methodology to answer the research questions as stated in chapter one. 

Adequate information has been collected through the use of these research tools 

despite the various challenges that the researcher has encountered. An in-depth 

data analysis of collected data follows in the subsequent chapter.  
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CHAPTER 4 
DATA ANALYSIS 

 

4.1. Introduction 

This chapter aims to analyze the data obtained through the application of the 

research methodology that ranged from research interviews, questionnaire, 

observation to document review.  Since qualitative research was conducted, in 

this chapter the researcher analyzes data by giving them meaning and making 

them more understandable.  The meaning that the researcher gives begins with 

the respondents’ point of view, through finding out how they see issues and what 

the situation means to them.  There are two sections under data analysis, 

namely, statistical analysis of the collected data which will be presented first 

followed by qualitative analysis thereafter. 

 

4.2. Statistical Analysis of Data 

Figure 4.1(A): Compliance to the principle of consultation  
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Participants were asked to indicate whether there were any consultation 

mechanisms applied in their area of work and to assess whether those 

mechanisms are effective or not.  92.7% indicated that consultation is done in 

their area of work, whereas only 7.3% disagreed. 69.7% assessed the 

consultative mechanisms to be effective and 30.3% disagreed. 

 

Figure 4.1 (B): Consultation mechanisms used in the department 
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From the graph above, i.e., Figure 4.1(B), the researcher has deduced that 

meetings, workshops and circulars are the most commonly used consultative 

mechanisms used in the Department, at a frequency of monthly, quarterly and 

even annually. Stakeholder forums are least used. 
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Figure 4.2: Compliance to the principle of service standards 

Compliance to the principle of service standards

77.6

24.2 21.8 21.2 18.2

0

10

20

30

40

50

60

70

80

90

C
om

pl
ia

nc
e 

le
ve

l i
n 

%

Involved in the
development of
standards
Service charter is
available

Standards are related
to performance
contract
Compliance audit to
the standards is
conducted
Service standards are
available

 

 

About a third quarter of the participants is aware of the fact that the Department 

has its own service standards, but these participants were never involved in the 

development of those service standards.  24.2% of the participants 

acknowledged that compliance audit is being done. In terms of the participants, 

21.8%, the developed service standards are in no way related to the employees’ 

performance contracts.    
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Figure 4.3: Compliance to the principle of  redress 
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Figure 4.3 above indicates that most of the participants, 78.8%, are aware of the 

availability of the Complaints Management System in the Department. 29. 7% of 

the participants rate the Complaints Management System as being effective, with 

a rating of 45.5% of the participants considering the complaints policy of the 

Department to be accessible whereas 54.5% maintains that it is not accessible. 

Only 40% of the participants were able to attend workshops on the management 

of complaints in the Department. 
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Figure 4.4: The level of compliance to Batho Pele Principles  
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From the graph above, i.e., Figure 4.4  the Department complies with the 

principle of consultation at 73.4%.  The level of compliance to the principle of 

redress was found to be at 48.5%, whereas for the principle of service standards 

there is 32.6% compliance. This result in an average compliance rate of 51.5% to 

all the three Batho Pele principles. 

 

4.3. Descriptive Analysis of Data 

4.3.1. Consultation 
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The research process revealed that the principle of consultation is being 

implemented in the Department. The gap identified by the researcher is that 

consultation with the clients is done after the planning process has been 

completed.  As a result, the outcomes of the consultation process are thus not 

adopted by the Department. Consultation for the purpose of assessing customer 

satisfaction level regarding service delivery is never done. The fact that the 

customer is the only person present to observe the employee’s performance and 

thus is the best source of performance information is ignored.   

 

According to the respondents, during the consultative meetings, clients are told 

what the Department is prepared to offer. This implies that the purpose of the 

consultation process is not to identify the needs of the clients so as to inform the 

key services and service standards of the Department.  However, according to 

the respondents, the internal clients are satisfactorily consulted when it comes to 

the formulation and adoption of policies as well as procedure manuals.  They are 

given an opportunity to input on the draft policies and manuals before being 

adopted as those drafts are circulated electronically and manually to every 

employee of the Department. 

 

The consultation methods through which the clients are normally consulted are 

the following:  

• Stakeholder forums: The Department has encouraged the 

development of commodity associations through which farmers 
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specializing in a particular commodity are grouped together and 

their needs addressed; 

• Workshops and summits;  

Workshops and summits are aimed at explaining new and 

improved ways of undertaking tasks for the enhancement of service 

delivery. The challenges encountered during service provision are 

outlined and ironed out. During the workshops and summits clients 

are equipped with the information about the services rendered 

within the various branches of the Department. They also become 

acquainted with the key services and functions of the Department. 

• Imbizos 

 Annually, an imbizo is arranged and held for the employees of the 

Department who are regarded as internal clients.  This is a session 

during which presentation are done from the various branches or 

directorates of  the Department for the purpose of sharing 

information and to equip the employees with knowledge of what 

their colleagues are engaged in through their respective divisions.  

During this session, employees tend to meet the political head of 

the Department (viz., MEC) and the Accounting authority (viz., 

HoD), raise their concerns about issues that hinder service delivery, 

and suggest ways of improving service delivery within the 

Department; 

• Exhibitions 
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Annually, the Department participates in the Provincial Batho Pele 

Day celebrations during which the agricultural products are 

displayed, information brochures distributed and potential 

customers together with actual customers of the Department 

interact with the Department’s officials; and 

• Management meetings with service delivery partners. 

There are various meetings that are held weekly, monthly and 

quarterly across all the levels of the Department’s internal and 

external clients.  

 

4.3.2. Service standards 

Service standards should form part of the Department‘s Strategic Plan, Service 

Delivery Improvement Programme and Service Charter.  Paragraph 7.1.2 of the 

White Paper on Transforming Service Delivery emphasizes that the 

administrative heads of departments are responsible for Service Delivery 

Improvement Programmes and this responsibility should be assigned to a person 

or group of people who are accountable directly to the Head of Department.  The 

SDIP must be approved by the Head of Department and a copy be forwarded to 

the Department of Public Service and Administration. 

 

The researcher revealed that service standards are in place, reviewed annually 

and are published annually during Batho Pele Day celebration through the 

statement of Public Service Commitment.  Although the service standards have 
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been developed, they are largely not implemented.  The researcher also 

revealed that there is a discrepancy in terms of targets and quantities for the key 

activities on the Performance Agreement of the employees and the service 

standards that have been developed and publicized. The service standards that 

exist are not a product of the consultation process with the clients.   

  

The respondents outlined that there is no Service Charter in the Department.  

Through document review the researcher realized that the service standards are 

not incorporated in the strategic plan, Service Charter and even the Service 

Delivery Improvement Programme of the Department.  It is only the key services 

that appear in the Service Delivery Improvement Plan and the Strategic Plan.  

 

 

4.3.3. Redress 

According to the researcher’s observation, the Department has introduced a 

formalized mechanism of handling complaints.  Redress issues are recorded to 

keep statistics and identify trends.  In some cases, it became evident that 

injustice prevails in dealing with the complaints in the sense that some of the 

written complaints are responded to verbally. 

 

The respondents highlighted that many clients are not aware of the complaints 

system and complaints process.  The researcher observed that many of those 

who know or are aware of the process are those who have actually lodged a 
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complaint; those who complained are still dissatisfied with the way in which the 

complaint was dealt with.  

 

Through direct observation, the researcher noticed that the attitude of the staff 

towards the right of the client to lodge a complaint and to demand an apology in 

the case of dissatisfaction about service provision is negative. 

 

The suggestion boxes are also used as a tool for managing complaints within the 

Department.  Respondents revealed that a smaller percentage of the internal 

clients are aware of the complaints handling mechanisms by way of suggestion 

boxes.  Knowledge of the policy on handling of complaints is lacking as well as 

how the lodged complaints are dealt with.  In the case of the external clients, they 

absolutely have no idea about the formalized complaints handling system of the 

Department.  Instead, most of the external clients know of the protocol that can 

be followed by way of the Department‘s hierarchy of posts. 

 

4.4. Conclusion 

A comprehensive statistical and descriptive analysis of collected data has been 

outlined.  Graphical analysis was employed to give meaning to data collected.  

The next chapter focuses on the conclusions drawn when analyzing data as well 

as the recommendations on how to improve the current scenario that was 

revealed during the research study. 
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CHAPTER 5 
CONCLUSION AND RECOMMENDATIONS 

 

In 1997, the government launched the concept of ‘Batho Pele’, which means 

people first, and the White Paper on Transforming Public Service Delivery was 

published.  The policy document outlines the eight principles called Batho Pele 

principles that have to be implemented in all government institutions.  Its aim is to 

improve the efficiency and effectiveness in the way in which public services are 

delivered to the citizens of South Africa.  All government institutions are expected 

to adhere to the policy so as to enable the government to meet the basic needs 

and expectations of the South African citizenry.  The study is about assessing the 

extent to which the principles of Batho Pele are implemented in the Limpopo 

Department of Agriculture.  

 

The study has investigated the extent of compliance to the Batho Pele principles 

and the impact of their implementation on service delivery within the Department.  

Focus was also given to how compliance audit is being undertaken, as well as 

possible mechanisms to address the issue of non-compliance and redress 

issues.  

 

Chapter one of this research study provided an introduction and general 

orientation to the study.  Stipulations of the Constitution of the Republic of South 

Africa regarding the values and principles that should govern public 
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administration and how they relate to the principles of Batho Pele were 

highlighted.  An indication of how the White Paper on Transforming Public 

Service Delivery came into being is also made.  The problem that was to be 

studied throughout the research study was stated as to assess the 

implementation of Batho Pele principles in the Limpopo Department of 

Agriculture.  The research questions posed for the study, as well as the 

objectives thereof, were clearly outlined in this chapter.  The scope of the study 

was presented, whereby it was indicated that the study covers Head Office,  

three districts in Limpopo and revolves around three principles of Batho Pele 

namely; consultation, service standards and redress.   

 

Chapter two outlined the various sources of information consulted for this study.  

In this chapter, it is revealed that there are several pieces of legislation that 

impact on public service delivery.  The Constitution of the Republic of South 

Africa, the White Paper on the Transformation of the Public Service, the White 

Paper on Transforming Public Service Delivery, Public Service Regulations, the 

White Paper on Reconstruction and Development, the Promotion of 

Administrative Justice Act and the Promotion of Access to Information Act are the 

pieces of legislation discussed that stipulate the manner in which public services 

should be delivered.  The various ways through which the Public Service can be 

transformed so that it becomes more effective and efficient were dealt with.  It 

became evident that there is a relationship between Performance Measurement 

and public service delivery whereby the performance of various government 
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institutions through its staff is assessed by both internal and external clients for 

the enhancement of service delivery.  Improved service delivery is dependent on 

the ability of the officials to operate within sound administrative systems, 

supported by sound managerial practices.  The effect of Human Resource 

Development cannot be overlooked because public servants will be able to 

provide services efficiently and effectively when they have acquired the 

necessary skills and expertise.  Accountability for results by public servants to 

both politicians and the public also improves public service delivery. 

 

The research methodology used in attempting to answer the research questions 

was presented in Chapter three of this mini-dissertation.  Qualitative research 

methods used enabled the researcher to see the world from the participants’ 

point of view.  The researcher employed both qualitative and quantitative 

research methods through the use of questionnaires, interviews, observation as 

well as document review.  The usage of self-administered questionnaire assisted 

in gathering as much information as possible as the researcher has been able to 

dig deeper into the responses.  The sample for research participants ranged from 

the employees of the Department, representatives of farmers unions to the 

representatives of the agricultural projects.  

 

In Chapter 4, an analysis of data collected through interviews, questionnaires, 

observation and document review is presented.  Both statistical, with the use of 

graphs, and descriptive analysis of data are presented.  Data analysis revealed 
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that the Department is doing fairly well in terms of general compliance to the 

principles of Batho Pele.  Consultation process does take place and it is done at 

a satisfactory frequency, such as monthly and quarterly.  Research has revealed 

that the consultative mechanisms ranging from imbizos, workshops, meetings, 

stakeholder forums, circulars to summits are being used in the Department.  The 

use of more than one method of consultation ensures comprehensiveness and 

representativity.  100% of the respondents highlighted meetings as a consultative 

mechanism used with variations in terms of the frequency at which those 

meetings are held.  The shortcoming is in the area of the aim or the purpose of 

consultation process.  It became evident that consultation process is mainly for 

informing the clients of the services that the Department offers and not to 

determine the services that the clients would require from the Department.  This 

implies that the consultation process does not inform the key services of the 

Department.  Consultation is not aimed at gathering inputs but on informing the 

clients of the decisions taken regarding the programmes.  

 

There is a 32.6% compliance to the principle of service standards by the 

Department.  The Department does have its own service standards which are 

reviewed and published annually.  The challenge with regard to the principle of 

service standards emanate during the stage of developing and reviewing them.  

The respondents indicated that the affected parties do not form part of the 

process. In spite of service standards having to be implemented by the 

Department’s officials, it is evident that they were not incorporated in their 
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performance contracts or job descriptions. The other gap is in connection with 

the aspect of monitoring the implementation of those service standards by the 

Departmental officials whereby it became clear that the section, Service Delivery, 

has been established to audit implementation but that is not sufficient.  

 

For redress, the challenge is with regard to the tendency to verbally respond to 

the complaints or queries that have been raised in writing.  Although a large 

percentage of the clients (78.8%) is aware of the existence of the complaints 

handling mechanism in the Department, there is still 58.3% and 60% negative 

response with regard to the effectiveness of and access to the system 

respectively. The fact that the effective management of client requests and 

complaints are the key ingredients and management tool to ensuring service 

delivery cannot be ignored.  

 

Batho Pele is a fundamental aspect of the government‘s drive to enhance the 

quality and accessibility of services.  It requires that all service delivery 

institutions and public officials set and adhere to standards and practices when 

engaging with the public.   

 

Based on the critical issues raised above, the following recommendations are 

drawn: 

• The incorporation of the implementation of Batho Pele principles in the 

performance contracts of all the employees of the Department.  The 
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job descriptions of the employees should reflect the standards so that 

implementation is guaranteed as the job description informs the 

performance contract.  Every employee of the Department should be 

assessed and evaluated on the implementation of the principles in their 

daily duties.  This will ensure that shortfalls are detected at an early 

stage since performance monitoring is done continuously and reviewed 

quarterly.  The necessary improvement measures can then be 

instituted and compliance level enhanced. The relevant supervisors 

and managers should be involved through managing the performance 

of their subordinates against their performance contract, provided the 

contract is inclusive of the service standards.  

 

A Service Charter should be developed to give details about the type, 

quality and quantity of services to be provided by the Department.  The 

Charter will also give details regarding location of service access 

points and contact details of responsible staff.  Information about the 

Complaint Management System utilized in the Department and 

responsible staff should also reflect on the Charter.  

 

• Strengthening and improvement of the consultation process.  An 

acknowledgement is made of the fact that the department is utilizing 

various consultative methods to reach out to its clients.  The purpose 

of the consultation process should be to inform and legitimize 
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decisions about what services should be provided and how they should 

be delivered.  Consultation for the purpose of disseminating 

information about service standards as well as the Complaints 

Management System of the Department can be done through existing 

mechanisms such as Departmental newsletter, community radio slots 

and reiterating them during the meetings with the clients. The need for 

an increased usage of radio and print media to reach clients, transfer 

information and receive feedback on service delivery initiatives cannot 

be overemphasized. 

 

Effective consultation can be achieved if customers and key 

stakeholders are consulted in the early stage of strategic planning so 

that the services are more responsive to their needs and expectations.  

This also ensures greater efficiency and effectiveness of programmes 

that will be tailored to meet real needs and desires of the customers 

rather than perceived ones.  It is suggested that consultation process 

for the purpose of developing strategic plans be done at least annually 

with stakeholders so that it leads to sound planning and decision 

making.  Regular and constant consultation for the purpose of gauging 

satisfaction level helps to assess the impact of a particular decision on 

service delivery improvement.  Consultation for the purpose of gauging 

customer satisfaction may be undertaken through surveys and the 
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results thereof should be publicized within the Department so that all 

staff members are aware of how their services are perceived. 

 

• The establishment of an intense monitoring and evaluation system, that 

will enable senior management to assess the implementation of service 

standards and to take remedial action where necessary, will be essential. 

A team or section within the Department that monitors and assesses the 

Department’s performance against the Batho Pele Principles should be 

established.  It will be advisable for the purpose of neutrality, fairness and 

objectivity of the assessment results, to involve external bodies such as 

Non-Governmental Organizations, Community Based Organizations and 

representatives from the Office of the Premier in that team.  The team will 

monitor delivery against service standards and the incorporation of those 

standards in the Strategic Plan, Service Charter and the Service Delivery 

Improvement Plan.  The results of the monitoring activity will be used in 

developing the Service Delivery Improvement Plan, which should be 

accessible to all staff members so that they are able to align their duties to 

it. Unless we have functioning Service Delivery Improvement Plans, we 

will not be able to deliver improved services to the citizens.  This implies 

that one cannot improve what one cannot measure and, as a result, 

Service Delivery Improvement Plans identify areas that warrant 

improvement followed by assessment of performance against standards 

stipulated in the Service Delivery Improvement Plan.  Amongst the 
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instruments that may be used by the team is the Department statistics of 

complaints about service provision.  It is essential to ensure that all public 

servants have an understanding of and the skill needed in dealing with the 

demands for better standards of service in their interaction with the public. 

This requires that all staff members  be given training on the complaints 

handling procedure so that they know what action to take when a 

complaint is received.  A robust ‘train-the- trainer’ programme will help 

reverse the public servants mindset of regarding complaints as a time 

consuming irritation.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 64

BIBLIOGRAPHY 

Books  
 
Bekker, K. 1996. Citizen participation in local government. Pretoria: Van Schaik 
Botes, P. 1994. Aspects of supervision: A Guide for the Contemporary Public 

Manager. Halfway House: Southern Book Publishers 
Craythorne, D. L. 1990. Municipal Administration: A handbook. Kenwyn: Juta 
Cloete, J. J. N. 1994. Public Administration and Management. Pretoria: Van 

Schaik 
Cloete, F., & Mokgoro, J. 1995. Policies for Public Service Transformation. 

Kenwyn: Juta  
DuBrin, A. J. 2005. Fundamentals of Organizational Behaviour. Third Edition. 

Canada: Thomson  
Du Toit, D., Knipe, A., Van Niekerk, D., Van der Waldt, G., & Doyle, M. 2002. 

Service excellence in governance. Sandown: Heinemann  
Erasmus, B. J. & van Dyk, P. S. 2003. Training Management in South Africa. 

Third Edition. Cape Town: Oxford University Press 
Fox, W. & Meyer, E. 1996. Public Administration Dictionary. Eppindust II. Juta  
Hughes, O.E. 2003. Public Management and Administration: An Introduction. 

Third Edition. New York: Palgrave Macmillan 
Johannsen, H. & Page, G. T. 1995. International Dictionary of Management. Fifth 

Edition. Britain: Kogan Page 
Kroon, J. 1996. General Management. Second Edition. Pretoria: Kagiso Tertiary  
Nel, P. S. 2002. South African employment relations: Theory and Practice. 

Fourth Edition. Pretoria: Van Schaik 
Noe, R. A., Hollenbeck, J. R., Gerhart, P. M. & Wright, P. M. 2006. Human 

Resource Management: Gaining a competitive advantage. New York: 
McGraw Hill 

Normann, R. 2000. Service Management, Strategy and Leadership in Service 
Business. Third Edition. England: John Wiley & Sons, LTD 

Peters, L. H., Greer, C.R. & Youngblood, S. A. 1997. The Blackwell 
encyclopaedic dictionary of human resource management. Blackwell: 
Oxford  

Robbins, S. P. & Coulter, M. 2005. Management. Eighth Edition. New Jersey: 
Pearson Prentice Hall 

Rossouw, D., le Roux, S. J. & Groenewald, D. 2003. Strategic management: An 
applied South African perspective. Cape Town: New Africa Education  

Van der Waldt, G. 2004. Managing performance in the public sector: concepts, 
considerations and challenges. Lansdowne: Juta 

Van der Waldt, G., & Du Toit, D. 2002. Managing for excellence in the public 
sector. Second Edition. Kenwyn: Juta 

Van der Waldt, G., & Knipe, A. 2001. Project management for strategic change 
and upliftment. Cape Town: Oxford University Press 

 
 



 65

Journals and other sources 
Arko–Cobbah, A. March 2002. ‘The citizen as a consumer: role in policy making,’ 

Journal of Public Administration, No. 1, Vol. 37. pp 56. SAAPAM 
Department of Public Service and Administration 2003. Batho Pele Handbook: A 

service delivery improvement guide 
Department of Public Service and Administration 2001. Service Delivery Review: 

A learning journal for Public Service Managers 
Department of Public Service and Administration 2007. Service Delivery Review: 

A learning journal for Public Service Managers 
Limpopo Province, Customer Satisfaction Survey Final Report; 2003 

(unpublished). 
Longman Dictionaries. 2005. Longman Dictionary of Contemporary English. New 

Edition. New York: Longman Dictionaries 
Majam, T. November 2005. ‘Linking Human Resource Development to effective 

Service Delivery in the South African Public Sector,’ Journal of Public 
Administration, No. 3.2, Vol. 40.pp442. SAAPAM  

Nealer, E. J. November 2005. ‘Access to information, public participation and 
access to Justice in Environmental decision – making,’ Journal of Public 
Administration, No.3.2, Vol. 40. pp 471. Special issue. SAAPAM  

Performance Management System Guideline-Non SMS Limpopo Provincial 
Government: Department of Agriculture 

Ramaite, R. 2001. Accelerating the transformation of the Public Service in 
Risana No.3. Department of Public Service and Administration 

South African Year Book, 2001. Eighth Edition. Pretoria: Government 
Communication and Information Services  

The American Heritage Dictionary of the English Language. Fourth Edition. 2000. 
USA: Houghton Mifflin Company  

Thornhill, C. December 2005. ‘A decade of transformation: An overview,’ Journal 
of Public Administration, No.4.1, Vol.40. pp585. SAAPAM 

 
 
Legislations and policies  
South Africa (Republic), The Constitution of the Republic of South Africa; 1996 

(Act no 108 of 1996). 
South Africa (Republic), Promotion of Access to Information Act 2000 
South Africa (Republic), Public Service Regulations. 2001 
South Africa (Republic) White Paper on Human Resource Management in the 

Public Service1997 
South Africa (Republic) White Paper on the Transformation of the Public Service 

1995 
South Africa (Republic) White Paper on Transforming Public Service Delivery 

1997 
South Africa (Republic) White Paper on Reconstruction and Development (Notice 

no.1954 of 1994) 
 
 



 66

Website sources 
www.compcom.co.za/events: Ntuli, Z. Proposed Service Standards for Advisory 

Opinions 
www.derek hendrikz.com./ seminars-batho pele. Service Excellence through 

Batho Pele 
www.dpsa.gov.za/batho pele/docs. Thornhill, C. Prerequisites for effective 

service delivery 
www.dpsa.gov.za/batho -pele/index.as. Batho Pele: A better life for all South 

Africans by putting people first  
www.icd.gov.za./documents/services. Service standards of the Independent 

Complaints Directorate (ICD) 
www.info.gov.za/speeches/1997 .Launching the Batho Pele White Paper 
www.info.gov.za. Geraldine Fraser- Moleketi. International Human Resource 

Management Conference. Cape Town 
www.kwazulunatal.gov.za/premier/ batho – pele. Batho Pele Means “People 

First”  
www.polity.gov.za. Fraser – Moleketi. Conference of South African Association of 

Public Administration and Management (SAPAAM)  
www.opsc.gov.za. S S Sangweni. Performance Management as a Leadership 

and Management Tool 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


























