-, ¢) Difficulties in setting access
targets

» Lack of resources

= Inadequate stakeholder participation
» Inadequate buildings/ infrastructure

= Lack of know-how/ understanding by
staff

= Improper planning

25
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= Budgetary/ resource constraints

= Lack of skills/ capacity/
understanding

» Inadequate stakeholder
participation

20

13



?M Measures to improve access

= Capacity building/ filling vacant
posts

= Consultation with stakeholders

= Request for budget increase

= Public education and interaction

= Establishment of Batho Pele units

» Refurbishment/ erection of new
buildings

7.4 Access for people with
N disabilities

14



748 Model of good practice in
' ESE) implementing access

SET TARGETS
* Plan

= Set standards
= Consult

{hKaly

e Consult
= Monitor
® Evaluate

P4 & Conclusion &
Recommendations

wbedian ol bwd Gy

= Measures to improve access- not
backed by clear communication
policy and strategy

= Development of standards & targets-
not all targets presented are access
specific- need to:
(i) improve skills,
(ii) fill vacant posts,

(iii) consult: and
(iv) solicit funding

15
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Conclusion &
ﬁf Recommendations (Cont.)

+ Conhsultation- Level of consultation higher

though there is a need to improve

» Physical access- covered groups are:
(i) rural communities
(ii) youth
(iii) women
(iv) people with disabilities

Not adequately catered for are:
(i) pensioners
(ii) functionally illiterate

Conclusion &
“PSf Recommendations (Cont)

ot of el e Wi

= Monitoring & evaluation- Less than
half of departments have M&E
systems

= A need for use of M&E system. A
template for monitoring compliance
with Batho Pele developed by the
DPSA could be utilised

16



?S? Redress

wasdhia of Gusad Bzwcaeis

= Redress states that “if promised
standard of service is not delivered,
citizens should be offered an
apology, a explanation and a speedy
and effective remedy; and when
complaints are made, citizens should
receive a sympathetic, positive
response”

F”éﬁ% Redress

Important supporting legislation is the
Promotion of Administrative Justice Act
(PAJA) with its right of review or appeal
and notice of the right to request reasons
for administrative action

2



; Departments with complaints
E’Sﬁ handling mechanisms

itz ol el Caswncan

» 90% of national and 83% of provincial
departments have some form of
complaint handling mechanism

71% of national and 55% provincial
departments had complaints mechanisms
linked to legislation or government
policies other than Batho Pele e.qg. PAJA,
and or line department specific legislation
like the Patient’s Rights Charter, SA

Development of Complaints
&Sﬁ) handling Systems

et 4 el ez

Liaison in the development gf Complaints mechanisms
50, :
45
401
351
30
251
200 | |l
15{ | 2
101]4

5| [2
0

O Mational
B Provincial

stakeholde
Mo llaison/ |55
Mo response

Extarnal
Both Internal

& axternal

36
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Development of Complaints
handling Systems

Departments with written guidelines for handling

50 Complaints in person, telephonically, in writing
ag and referral
4 ENational
! EProvincial
a
a3
52 %
£ 20
15
’
5
LB

¥
=
&
[
&
a
e

Telephonlca
Relerral 10

Provision of training
on redress

bt ] el Bt

= 599, national and 54% provincial departments
provide training on redress

Percentaga

S0
40 ENational
| @EFrovincial

304
20
10

= s r %] =

& s vt :

5% = i 52 &

] = @t

=2 2
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@Accommodatmg people with

special needs
o ;
100% -
|
80% |
60% 1 49% 47% 48%
40, . 38’% 349 33}.# 35% og9L FEE)
20% 'I -. . ni
0% = =
%1 3 E = = o 2 g
3 2E 5 £ W g B2
=0 = c = S a &
I = W E :
=
B FProvincial [ Wational
_-..'}"-!'I'I:"-'rs - - -
Time limits for

I
“P§§ dealing with complaints

rvinfe of ool bremnime

= 33% of national and 57% of
provincial departments have time
limits within which to deal with

complaints

» .9 7 days acknowledge receipt and 30 days to resolve it.
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+, sslocation of the departmental
“pe  structure for dealing with

rddes o Eoud Gorsstnsi

- complaints

Fi

6

5 i
4

30{

20
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Existence of dedicated unit

=Pe or individuals

Onational
ﬁPmui.m:ial

" Disignated Unit/
Indivicual
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Incorporation of redress
standards into performance

agreements
70 _
&0
50 |
40 | O National
i co [0 Provincial
= 14 14% 139
10 5% 4oy
0 o I L
Standards Mol Moredress  yop indicated
incorporated o0 nrnorated standards
ST
7, &) Structure of a Batho Pele
=Pe budget
P — S —
Ta
EI:I]_
500 B Mational
40 [ Frovingial
30 Fraa
N & 14%
b o
10, ; ; ] 2
0l
Specifically for Integrated Mat indicated
Batho Pele
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N Hatianal
[ Provincial

24%

Clients informed Nat informed Met indicated

SRl
o

7,8) Existence of methods for

ﬁ‘ﬁ? recording complaints

» 67% of the national and 63% of the
provincial departments have
methods for recording complaint
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Systems to monitor and
evaluate redress

= Only 29% of national and 18% of
provincial departments had a redress
specific M&E system

= The rest the departments that had
an M&E system, it was a
department-wide system ( 14% of
national and 28% of provincial a
department )

ik
—_—

( ¢y How departments rated
E’Sﬁ themselves

7] MNational

| Provincial

1; poor Ho answer

Poor

Excallant
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"% Good practice model
ﬁ’g‘? for redress

:;3r-gz_:r::;

Train staff on handling complaints
# [dentify & train stalf in regular
contact with clients

# Training to cover all aspects of
complaints I‘Iarl.dling
| Ensure accessibility ta all
K , | * Procedure should be simple &
\

accessible

# Targels should be publicised

= dept to make elfort lo identify & deal
wilh barriers preventing complalning

= To conailder cilenis with special
needs %\

Conclusions &
“PSf Recommendations

b o Comd Guvit sz

= Three broad areas requiring further
attention:

1. Need to formalise complaint handling
systems

2. Strengthen the implementation of the
M&E system

3. Review of these systems on a regular
basis
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