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KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Explaining the Logos

KwaZulu Natal Coat of Arms
—_—a——

The Zig-Zag Partition

Alludes to the majestic Drakensberg Mountains, which are green in summer and snow-capped in winter.

The Strelitzia Flower
Has long been associated with the Province as a floral emblem and represents the natural beauty of the Province.

The Dove Tailed Bordure .
(The green on which the lion and wildebeest are standing) - indicatés the interdependence of the inhabitants of
the Province.

The White Star
Represents the star signalling the birth of Christ (Vasco da Gama), the early Fnrtugume explorer, named the coastal
region Natalia on Christmas Day 1497,

The Head Ring (Isicoco)
This is a symbol of wisdom and of good standing in the community.

The Motto
“Masisukume Sakhe" translated to English means "Let us Stand Up and Build®,

The Lion Supporter

Plays an important role in African (Zulu) culture. His Majesty The King is referred to as the Ingonyama (Lion). The lion
also represents an important feature of the state emblems of India as. well as te British Royal Arms. The lion supporter
is therefore a unifying heraldic component. ,"

')

The Black Wildebeest Supperter
s associated in heraldic context with the farmer Province of Natal.

The Hemispheral Zulu Hut
Rests on the point of the shield. Such a hut could form an appropriate head for the Province mace, thus linking the
Coat of Arms and the Mace.

The Crossed Assegai And Knob Kierie (lwisa)
Are symbols of authority and are placed behind the shield.
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KWAZLULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Explaining the Logos

KwaZulu-Natal Premier's Service Excellence Awards

SERVICE EXCELLENCE

This logo was designed and registered especially to brand the Premier's Service Excellence Awards of KZIN. Winners
have a right to use the logo to advertise their status. The coloured figures with arms held aloft represent a celebration
of both giving and receiving service excellence by the public sector and citizens of this Province.

Using the colours of the South African flag symbaolises the ultimate impact the pravision of good quality services will
have on the country as a whole. The tick denotes that a specified standard of excellence has been achieved. The circle
enclosing the figures represents a medal and symbalises continuous improvement.

KwaZulu-Natal Citizens Charter

o

KwaZulu-Natal
Citizens Charter

Tagaiher bealing the drum
for -sanion excolance

Together beating the drum symbolises:

Bringing together all the people of KwaZulu-Matal to deepen the understanding of what the citizens of KwaZulu-Natal
yearn for, so that all those involved are placed in a powerful position to revitalise their efforts to ensure a better life
for all. Doing things together in harmony, with excitement, exuding energy, enthusiasm and willingness to perform -
integrated service delivery.

Clockwise circular continuous movement around the drum:

This is a symbol of continuing service delivery improvement /an endless guest far improvement in service delivery.
Even when the resources run low and constraints multiply exponentially {the dipping as well as the bottom of the arg),
integration of efforts will see us through to another higher level of achievement.

Where is all this happening?

We affirm our commitment to the service excellence within the boundaries in which the symbolic drum is placed: The
Province of KwaZulu-Natal,
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EWAZLULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

11 Principles of Batho Pele

Organisations who enter for the Premier's Service
Excellence Awards must demonstrate that they

4 '“?1?“1';??,2'::’::' practice the 11 principles of Batho Pele.

[EIRE

1. Consultation

While you may think you know what your customers want, the only way to find out is to ask them. This can be done in
many ways, through gquestionnaires, surveys and by talking to your customers. You should consult with your customars
and find out their views on the basic services your department can offer and any new basic services your customers
would like. Only when we know what they want, can we provide the service they require. 1
Through the KZN Citizens Charter, all Provincial government departments have committed themselves to the
following consultation arrangements:

* To develop an effective and relevant consultation

* To develop and implement customer satisfaction assessment surveys at the front line, departmental and
provincial levels

*  To produce quarterly, half-yearly and annual reports for public scruting and input

2. Service Standards

How do we know we are doing things better, and getting it right, if we don’t measure cur performance? We must
set realistic yet challenging service standards, with our customers in areas that are important to them and then try to
match them or even exceed them. Customers should be told precisely what standards of service they can expect
from us.

Through the KZN Citizens Charter, all Provincial government departmants have committed themselves to the
following arrangements for service standards:

*  To develop and implement a Service Commitment Charter and Service Delivery Improvement Programme with
appropriate standards

* 100% compliance with the public sector management regulatory framework

* 100% compliance with relevant legislation and policies. Deliver all services according to approved business plans
and within allocated budget

* To review their performance against standards set and to raise them each year

3. Access

Mast of us think of access as putting ramps for wheelchairs and providing easy parking for our customers. But access
is much more than that. lt's also about taking our services to customers who live far that we make it as easy as possible
for all customers, especially the physically, socially and culturally disadvantaged to benefit from the service we
pravide. It s about providing a seamless access to services for all.
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KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

11 Principles of Batho Pele

Through the KZN Citizens Charter, all provincial government departments have committed themselves to the
following arrangements for improving access:

*  To develop strategies to facilitate service delivery

* Establish a Provincial call-centre that will serve as a gateway to public service in KZN
* Establish One-Stop service centres by departments within the next 3-5 years.

* Develop web-sites that allow on-line access to services and information

* Increased accessibility to all service centres by disabled customers

¢ |mproving treatment of citizens at access points and at the frontline

4. Courtesy

Courtesy to all our clients should include being polite, helpful and willing, not only face to face, but on the telephone
and through correspondence. It is our job to respect each and every customer, even when we think they are rude and
unreasonable; If we are not courteous then it reflects on the whole of our department. Standards for courtesy must be
set and incorporated into your Code of Courtasy, values and training programmes. All staff should receive training in
customer courtesy and their performance monitored regularly,

Through the KZN Citizans Charter, all provinelal government departments have committed themselves to the
following arrangements for improving courtesy:

o Customer service training including Batho Pele training to all frontline staff

=  Workshops on Public Service Code of Conduct to all frantline staff

*  Training on protocol to relevant stakeholders and key staff

®  Cultural diversity training for all public servants

* Training receptionists before placing them at reception areas

*  Acknowledging correspondence within 3 working days

* Speedy reply to correspondence

* |mprovement in public relations, code of conduct, dress code and telephone etiquette

4.

5. Information

With 11 different official languages it may be difficult to reach all our customers in their mother tongue. But we should
do our best to ensure that all information s easily available in the most commanly spoken languages in our area.

This means translating our written information and, if possible, being able to speak to our customers in their home
language. Our customers need to know what services we can offer and how they can benefit from those services. The
public should receive complete, accurate, helpful and easy to understand information about all services.

>

Through the KZN Citizens Charter, all pravincial government departments have committed themselves to the
following arrangements for improving courtesy:

* Publishing a reviewed version of the KZN Provincial Citizens Charter

* Publishing the results of customer satisfaction survey 3 months after it is conducted

*  Addressing citizens accessing services at the frantline in a language they understand

= Al information to be made available in IsiZulu, English and Afrikaans

*  Making use of visual aids to assist in understanding

* Publicizing the “Know your Rights" campalign within six months of the adoption of the Citizens Charter.
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KEWAZLLU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

11 Principles of Batho Pele

6. Openness and Transparency

We should be open and honest about all our day-to-day work. How much money our department receives and how

it is spent, should be available to the public. Annual reports and accounts should be published so that our customers
can see that the money s being used wisely and how we have performed against our promised standards and targets.
Through the KZN Citizens Charter, all provincial government departments have committed themselves to the 6
follawing arrangements for iImproving epenness and transparancy:

Publishing a provincial annual report in December each year and departmental reports in November
Submitting quarterly reports to relevant stakeholders (July, October, January and April]

*  Sarvice Dellvery Improvement Programme Reports will include progress against business plans and
implementation of Batho Pele

* 100% compliance with the promotion of Access to Information Act

*  All infarmation to contain contact details of relevant officials

7. Redress / Dealing with Complaints

We should tell our customears where they can complain and how to complain if they are not satisfied with the service
they have recelved. We should apologise and promise to put things right as quickly as possible, even if it is not aur
fault. Customners have a right to expect good service and we should keep record of complaints and how they are dealt
with so that the same mistakes do not happen again.

~

Through the KZN Citizens Charter, all provincial government departments have committed themselves to the
following arrangements for improving openness and transparency:

* Develop a complaints procedure and paolicy

= Train staff in how to deal with complaints

* Resolve all complaints within the stipulated timeframes

* Make the complaints procedure available anline

* Frontline teams to demonstrate that they have analysed and used complaints to improve service delivery,

8. Giving best value

Citizens who pay tax have a right to know how their money is spent. Your department must be able to prove that it is
spending money wisely and that money is not being wasted — at the same time, improving your service delivery. We
may wish for better resources, or mone money or staff, but in the meantime we should find ways of saving both time
and money while improving our service. We should guard against wastage, fraud and corruption and try to do things
right the first time.

8

Through the KZN Citizens Charter, all provincial government departments have committed themselves to the
following arrangements for improving openness and transparency:

* Delivery of services according to approved business plans and within the allocate budget.
= |dentifying best practices and innevations for saving costs, while improving efficiency.
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KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

11 Principles of Batho Pele

9. Encouraging innovation and rewarding excellence

MNew and innovative ideas from among the staff and teams should be encouraged, especially if those ideas will
imprave service delivery and help raise your standards of service excellence. Staff and teams should receive
recognition for new ideas and good practices, Again, apart from the prescribed measures, this can be done in a q
number of ways, through special launches, certificates, and incentives of various kinds or just a simple "thank you'.

Through the KZN Citizens Charter, all provincial government departments have committed themselves to the
following arrangements for improving openness and transparency:

* Tointroduce mechanisms to encourage innovation and creativity

* Facilitate the sharing of best practices

* Recognise and reward perfarmance and identify new ways of rewarding excellence.

=  Keap track of the number of contributions made and impact of new ideas implemantad
= Link the Premier's Service Excellence Awards Scheme to the Charter

10. Leadership and strategic direction

In any organisation, leadership is important. Leaders should set the direction and lead by example. Leaders are
responsible for creating the right environment which encourages creativity and innovation, Good leaders should
empower their people to work together, plan together and reach the targets and goals for providing service
excellence together.

10

Through the KZN Citizens Charter, all provineial government departments have committed themselves to the
following arrangements for improving openness and transparency:

* Customer focused, effective and user-friendly strategic plans be in place.

* Leaders to develop mechanisms to obtain feedback from their customers, suberdinates, peers and superiors on
their leadership and managerial abilities.

* Leaders to have personal development plans in place.

11. Service delivery impact

By putting all the Batho Pele principles into action at the same time, we should improve our service which should, in
turn, have a positive impact on our customers. By working together as a team, we will help to improve the lives of all
our customers,

11

Through the KZN Citizens Charter, all provincial government departments have committed themselves to measuring
the impact of their Bathe Pele aligned service delivery on the lives of the citizens of KwaZulu-Natal in the first 3
years and thereafter, every five years.
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KWAZLULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Judges 2015/ 2016

| ADVOCATE SHADRACK SIMON ‘'SS' NXUMALO

| Adv Nxumalko is the holder of the following qualifications;

& Bachelor of Laws (LLB) from the University of KwaZulu-Natal and Baccalaures Technologiae
Policing from University of South Africa, @ Post Graduate Diploma in Labour farm the University of
Johannesburg and Advanced Cerlificate in Business Rescue Practice from the University of South
Africa in conjunction with the Law Society of South Africa. He is currently doing his Maters in Law
with University of South Africa focusing in the implementation of Employment Equity in the
workplace. |8 a mamber of the Mational Bar Council of South Africa (NBCSA) and practicing
independently as an advocate,

Adv. Nxumalo is currently employed by Ethelkwani Municipaiity as a Project Executive responsible
for Public Transport Law Enforcement, Safety, Security and Compliance in the EThekwini Transpor
Autharity Unit from 2012 and he was previously employed by the Depariment of Transpaort,
KwaZulu-Matal as a Regional Commander {(Durban Region) for Road Traffic Inspectorate from
1867-2012.

Whilst in the above position led the team (RTI Durban Region) that won Silver Award in 2004 and Gold Award in 20067 in the Premiers Service
Excellance Awards. He has sarved as an adjudicator of the Premier's Sarvice Excellence Awards in 2007/8 and 2014/2015. He is the winner of
the KwaZulu-Natal Ministry of Transport's "Award of Excelience for dedication beyond the call of duty” in 1995, He served in the ten member
amalgamation committee appainied by the then MEC Sbu Ndebele, Transport Ministry to negofiate to amalgamation of the then Matal Provincial
Adminkstration Traffic Officers with the erstwhile KwaZulu Police Traffic Division to form KZN Road Traffic inspectorate.

He iz currently a member of the Inkosl Alberi Luthuli Central Hospital's board and led the team that was tasked (o draft the '‘Board's Terms of
Reference’. He has vas! specialized knowledge of labour law, transporiation law and criminal law, He has practical experience in the following
fields: * Criminal law litigation * Labour Law litigation

MR MOSALANYANA MOSALA

Mr Mosala is the holder of the following qualifications:

*  Teachers Cerfificate

=  Bachelor of Aris degrae

=  Bachelor of Education degree

«  Master of Education degree

.

He is currently employed as a Chiefl Director responsible for Servica Delivary, Donor Coordination &
Audit Facilitation in the Department of Justice and Constitutional Development.

His experience is as follows; Department of Education 17 years, Department of the Premier Free
State 5 years and the Department of Justice and Constitutional development 8 years. Mr Mosala
currently serves as an adjudicator for the DPSA's Nafional Batho Pele Excellence Awards,
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KEWAZLLU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Judges 2015/ 2016

DR DEVEN SINGH

Dr Devan Singh |s in the employ of the KZN Department of Education for the past 35 years and s
currently the Chief Educetion Specialist: Planning based at the llembe District. He has been an
advorate Tor service delivery improvement in the Depariment of Education and was head of the
Batho Pele Forum from 2006 to 2012. He has previously been involved in the Premier's Service
Excellence Awards both as an assessor and moderator and he was responsible for developing the
adjudication tools that was used during the 2011/12 financial year.

He acted as Director Strategic Planning and Monitoring and Evaluation at the Head Office of tha
KZN Department of Education for a penod of six years during which time he wrote several policies
for the Department as well as the Depariment's Service Commitment Charler

Dr Singh s widely read and has the following qualifications: University Diploma in Education (UDW- 1880) B A Degres (UDW- 1684). B Ed
(Hons- Counsaling){UDW- 1888); B A (Hons- Psychology) (UMISA- 1995), MSc- Business Management (Warwick- UK- 1992), Doclorate in
Public Administration and Management Development (UKZN-2010),

Dr Singh has been a social and political activist since his days in high school and he has served in leadership positions in the African National
Congress, the Teachers Association of Soulh Africa; the South African Democratic Teachers Union and the erstwhile Amateur Athletics
Association of Natal and several community based organizations, In 1985 he served as a councilor in the Northarn sub-structure of the Durban
Meatro, Currently. he serves as the chairperson of the Seatides Ratepayers and Civic Association, He has a passion for public spaaking and
leadership and managemenl development and he has been invited to address several conferences and symposia,

MS ZODWA MSOMI

M= Zodwa Msomi is currently amployed by the Department of Social Development as a Servica
office Manager in Nkandla Service Office.
She holds a Masters in Social Work = UKZN and B.A. in Social Work - University of Zululand

Sha has produced two ressarch studies:

e The study an the needs of parents carnng for mantally disabled children

= The study on Ihe experiences of foster parents in meeling the neads of the orphans and
vulnerable children in their care

She also have the following skills

Strategic Management and Leadership Skills, Change Management Skills, Implementation and
coordination Skills, Communication and Listening Skills, People Management Skills, Supervisory
Skills, Planning and Organizing Skills
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KWAZLILU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Judges 2015/ 2016

MS THULEDU KHUMALO

Thuledu holds an MBA in Business Administration, & Secretary Cestificate from Inanda Seminary, A
Mational Diploma in Governmenl Finances, Sales and Marketing Certilicate, a Ceriificate in Basic
Principles of Public Relations, Advanced Certificate in Applied Management and Advanced Project
Managemant

She was first employed in the financial environment in the private sector for eight years before joining
the pubkc sector in 1886 as a junior official She has since been promoted through the ranks
eulminating 1o promation o rank of Senior Manager Finance within the Department of Agricullure and
Rural Development. She worked in vanous governmant departments |.e KwaZulu Government Public
Service Commission, KwaZulu Governmeni Department of Finance, Provincial Legislature, National
Tressury, Mpumalanga Government Department of Social Development, KZN Department of Social
Development, Depariment of Correclional Services and KwaZulu Natal Department of Agriculture and
Environmental Affairs. She is cumrently working 85 an Acting General Manager for the North Region
responsible for the overall functioning of the region in line function operaticns which iz agriculture and

veterinary services, human resource and finance.

MRS ABIGAIL KHATHI

Mrs Abigaill Khathi is currently a community member on pension since 2012, She served in the
Department of Health for more than 40 years of which 20 years was in management position. Her last
attachment with the public service was as Manager Cuality Assurance in the Depariment of Health,
Pistermaritzburg. Amongst her responsibilities was Project Manager for Department of Health Service
Exceilence Awards where she also served as a Provincial Batho Pele Champion in the forum.

She has been a mentor for emerging innovators & aspirant Batho Pele Champions in KZN health
facilities. Mrs. Khathi obtained the following degrees and diplomas: Degres: Master of Arts in Nursing,
Degree: B.A. Cur (Nursing Education in Community Health), Diploma: Nursing Administration, Diploma;
Qperating Thealre Nursing Science, Diploma: Ophthalmic Nursing Science, Diploma: Midwifery Nursing
Soience and Diploma: General Nursing Science,

She also enrolled on the following courses:

. Quality in Health care: Harvard University, Boston : U.S.A

«  Monitoring and Evaluation of Health Services: Uganda

«  Supervision course: Regenesis (Business Management School)

*  Industrial Relations course: UKZN

+«  Transformational leadership & Coaching course: UKZN

. Measunng of Standards; COHSASA Costing of Resources & Financial Managemeant Regenesis
(Business Managemant Schaal)
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KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Message from ABSA

Message of support by Faisal Mkhize, Absa Provincial Managing Executive on
Premier's Service Excellence Awards 2016

Absa is priviieged to pariner with KwaZulu-Natal Premier in the Service
Excellence Awards. As a bank one of our values, Stewardship: gives us a drive
lo encourage every one of us to leave things better than we found them. It is
through service excellence that we leave things better than we found them for
the next generation.

i

i

il

L

The Premier's Service Excellence Awards s one of the milestone calendar
events in Kwazulu-Natal that inspire 8 commitment to service delivery. We
should be unwavering in our commitment to serve and it is our delight at Absa to
support initiatives such awards. These awards celebrate the heroes and heroines
in our government who hold the banner of excellence higher. The principle of
Batho Pele continues (o be a rallying call to entrench a service culture of
excellence,

At Absa, we are inspired by values of Respect, Integrity and Service this means
we are reguired to ensure that we put people first in everything we do. As we put
people first, we undertake to help pecple achieve their ambitions in the right way.

Absa wins awards for senice excellence and some of them are:

* In 2016 Absa Multi Management team was awarded for the best bond fund for the second consecutive year in
recognition of exceptional client performance at the Morningstar awards.

« In 2015 Rise (is a physical and virtual global community for open innovation designed to help shape the future of
financial services), in partnership with Barclays Africa Group Lid, landed the Collaborative Innovation Winner award
at the My World of Tomorrow South Africa Innovation Awards,

¥ In 2015 Absa Property Equity Fund was recognised as the Best South African Real Estate Fund, for having the
highest invastment return over three years in the ASISA South African Real Estate General subcategory,

¥ In 2014 Barclays Africa was named the Best Investment Bank in Africa and Besl Mergers & Acquisitions House in
Africa including being named Best Domestic Cash Management House in six African countries by the prestigious
glabal news publication Euromoney.

As a bank, we recognise the need fo formulate Shared Growth, were we recognise that — as we grow, society prospers, and
as society prospers, we grow. This theme of exchange is critical if we are to succeed, we must consider the societal context in
which we operate, harness the potential of our people, our innovation and ouwr scale lo contribule to solving some of the
challenges faced in Kwazulu-Natal. We are committed to being pariners with government to faciliiate and promote
sustainable economic growth in the province,

| congratulate all the finalists and winners for their roles and contributions in providing pioneering service delivery. We
acknowledge your continued focus and dedication to service excellence.
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EWAZLILU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Absa Bank Editorial

Absa, public sector partnership continues to grow from strength to strength

Absa Bank has demonstrated its capability in assisting Public Sector institutions to meet their ambitions of excellent service
delivery. The bank has the necessary depth of skills and experience, particularly in the Public Sector segment, providing a
comprehensive range of innovative banking services and value—-added financial solutions.

Absa s the primary banker for 121 local government entities, 3 Provincial Government entities (including the KwaZulu-Natal
Provincial Government), 49 Public Higher Education Institutions (including FET Colleges), in this high priority Focus
Segment. Five of the eight Metropolitan municipalities bank with Absa, including Buffalo City Metropolitan Municipality,
Mangaung Metropalitan Municipality, Ekurhuleni Metropalitan Municipality, Nelson Mandela Bay Metropaolitan Municipality and
Cape Town Metropolitan Municipality.in line with Absa Public Sector business growth strategy focuses on promaoting
enterprise developmenl. cilizenship, affordable housing and infrastructure developmenl

Faisal Mkhize, Absa Provincial Managing Executive in KwaZulu-Natal, says: “Our public sector banking value proposition is
aimed at helping our clients in the sector reach their ambitions in the right way by playing our part to contribute positively to
the communities we operate in. Our support to the public sector, shows that Absa is not just a financial services provider but a
business pariner lo sector stakeholders, enabling us to shape the future of ocur country.” In KwaZulu-Natal, Absa has formed
stralegic parinership on various projects with the eThekwini Metropolitan Municipality by supporting eThekwini in providing
susiainable transport solutions, such as the Bus Rapid Transit system. Through Absa's innovative interventions, eThekwini
Municipality has been able to improve its revenue collection efforts and increase its revenue base

Sithembiso Cele, Absa Provincial Head of Public Sector Banking, says: “This kind of support showcases our commitment to
build and foster strategic relationships with clients entrusted with the responsibility to be nodal zones of service delivery
excellence in the Public Sector.” Youth unemployment and lack of opportunities for young people in the economy is a major
challenge that calls for an integrated approach by all stakeholders. That is why Absa is has embarked on a Shared Growth
strategy, which focuses on education and skills development, enterprise and supply chain development, as wells as financial
inclusionfinclusive banking (Ready2Work programme). Faisal says “our main and primary focus is to enable the employment
and empowerment for the Next Generation. This generation consists of future leaders in business, government, enterprise,
health, education and law among other sectors. Additionally we shall help people start, run and grow their business to
generate income and employment.”

Ready o Work is Absa's flagship employability programme that prepares young people, including in KwaZulu-Natal for the
world of work. It is aimed at empowering young people with the training and development they need to enhance their
employment or self-employment prospects. Ready to Work aims to support job seskers and entrepreneurs who have the
aplitude, attitude, and ambition to achieve beyond the opportunities that have been given to them. The ultimate goal is to give
young people a choice fo either better develop their employability prospects or to become self-employed through starting their
own businesses. Absa's recently launched Scholarship Programme, offers merit and needs-based scholarships to employees’
children, as well as external students through parinerships with local universities. In 2016 about 250 scholarships will be
awarded to students pursuing their studies at accredited South African universities, Faisal explains: “the Bursary Programme
supports the development of scarce skills, as well as the internal talent programme.

It provides funding and mentoring for colleagues and exernal students pursuing fields of study in line with our internal

development nesds.”

Sithembiso says: "It is the bank's mission to be aligned with the South African government's Adopt-a-TVET (Technical and
\ocational Education and Training) programme, and is currently supporting 16 TVETs.

This entails providing work place exposure to selected students, in addition to training the principals and administrators to help
enhance the management of the institutions."Absa has established a number of Enterprise Development Cenltres across the
country, with the aim of providing nonfinancial, business development support to entrepreneurs so they can bulld and grow
sustainable businesses. Such support is designed to strengthen Small Micro Medium Enterprises sustainability and
competitiveness. With structured business development support, focus is given 1o areas such as basic financial lteracy -
creating an understanding of how to effeclively manage both business and individual finances, as well as defining a clear
distinction between the two. Cash Flow Management — through our business development support, training is provided on
cash flow management lo enable SMMES to betler manage finances, especially al the start-up stage.
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EWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Absa Bank Editorial

In respect lo access to non-traditional funding geared towards SMMEs who would notl normally qualify for traditional funding
due to lack of security/collateral, adverse credit history, lack of experience and lack of track record, In assessing the risk of
lending to the SMME, Absa Enterprise and Supply Chain Development places less reliance on the SMME's balance sheet
and instead assesses the SMME’s ability to repay debt based on the income to be generated (cash flows) through the
execulion of the contract{s) awarded.

Absa is able to advance funding to SMMEs that have been awarded valid and viable contracts. Cashflow principles are the
primary lending drivers as opposed to the traditional collateral or security based lending.
Other funding solutions include the following:

= SMME Fund
This is for businesses owned by previously disadvantaged individuals where ownership, control and top management
representation is 100% Black. Loan amounts range from RS0 000 to R 3 million.

=  Guarantee Scheme
Absa Guarantee Schemes are for business with a2 minimum of 51% Black ownership, who need funding but do not mest the
bank's minimum lending requirements in terms of security or collateral. Loan amounts range from RS0 000 to R10 million.

=  YWomen Empowerment Fund
This is a specialized Women Empowerment Fund that provides credil only to women entrepreneurs that have the skills and
have demonstrable potential to service their debts. The funding is available for all women SMMEs,
This special purpose funding is geared towards women that would not qualify for conventional business lending, The fund
does not exclude applicants that may nol have tangible security as required by credil providers. Loan amounts range from

R&0 000 to R 3million.

= Development Credit Fund
This Is targeted al SMMEs who portray entrepreneurial skills and have the potential to service their debis and repay facilities
for expansion purposes. Loan amounts range from RS0 000 to R 3 million,
The application crteria for all non-traditional funding require that applicants must be South African citizens residing
permanently in South Africa. The preferred loan term is set at a8 maximum of 5 years.
Products can include overdrafl, shortflong term loans and commercial asset finance, The funding is prime linked and is risk
based. In respect to the loan finance, Absa allows repeat loans, once the initial loan has been repaid in fuil,

Faisal concludes: "We have adopted a Shared Growth
Strategy, which for us means having a positive impact
on society and delivering shareholder value and wa saek
to deliberately apply our resources to unlock societal
solutions through innovative products, services and
partnerships. We will place increased efforts on
addressing some of the biggest challenges facing
KwaZulu-Matal, namely unemployment, poverty, rising
inequality and exclusion from access to education and
financial services.

We are committed to playing our part to build a more
equitable and prosperous province through investment in
education and skills, deepening knowledge and building
skills for the next generation, nuriuning the entreprensurs
of tomomrow.”
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Best Batho Pele Team of the Year

Department of Agriculture and Rural Development
Izingolweni Local Office Team

PROVIDING strategic direction has seen the lzingolweni
Local Office Team grow their clients from small scale
gardeners o semi-commercial farmers who are now
supplying some of the country's leading chain stores
with their fresh produce. The team, led by Local Manager
Mjabulo Nishangase, services about 55 percent of the
250 000 population in the Uigu Distnct. The distnct has 45
percent commercial farmers, mainly sugarcane, banana,
macadamia and livestock farmers.*My team comprises
of agricultural advisors who lock at the crop production
and extension services that look at livestock production,”
said Nishangase. "Our main task is to make sure that
they convey the technical skills and technical knowledge
to the farmers.”

Mishangase said their efforts have yielded great results
and provided permanent employment for residents.
“We've invested R2-million in the 128 heclare Wosiyane-
Riverside Project that grows dry beans. We supplied
farmers with two tractors, drivers, equipment, chemicals,
seeds and fertilizers.”

The 67hectare Msani-Mkhomba and S5hectare Nhiloko-
Yenkomo communal state projects that grows maize and
dry beans are also success stones.

“These farms provided 11 permanent jobs. The farmers
have already successfully harvested and sold their
produce.”

E EXCELLENCE
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He said the farms also created employment during the
fencing of the estates and during harvest.

“This project has not only created a livelihood for the
farmers, bul also created work for residents and boosted
the local economy."The 550hectare River Valley-
Horsashoe irrigation scheme has produced goods that
are sold in leading supermarkets “This farm produces
cabbages, essential oils, spinach, beetroot and onions.
These goods are sold in supermarkets in Harding and in
the Eastern Cape."Nishangase said he was proud {o be
part of a team that was making a difference.

*| feel so honoured,” he said. “It's a real pleasure to see
these clients grow into semi-commercial farmers. Our
team has made a difference and changed their lives,”
He said working closely with Operation Sukuma Sakhe
stakeholders and conducting interventions contributed to
their success.

"We are working with farmers from Monday to Friday.
We touch their lives. We have changed them from
subsistence to seml-commercial lo commercial farmers.”
Consultation, service standards, couresy, information
and leadership and strategic direction were applicable
Batho Pele principles, said Ntshangase,

"Leadership however is one of the key principles
Through teamwork we are able to provide direction.
There is that commitment and better communication with
clients.”
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He said farmers were made aware of innovations or
changes. “Whatever we do as a team we consull our
clients,”" said Nishangase. "We pul ourselves oul, we
don't hide information."He said a different Batho Pele
principle was allocated to each maonth of the year

"In this way the team is able to understand and exercise
these principles Al sach and every staff meeting we talk
about Batho Pele. We also have a Local Task Team
meeting where we record our wark in terms of putting
people firsL"Nishangase said a shorlcoming was the
shortage of resources.

l / -::_r
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“‘Resources are always never enough,” he said “The
visibility of our extended officers is as a result of the
shortage of vehicles. |'ve got 19 Extension Officers

BEST PRACTICE REPORT 2015/ 20186

working in three municipalities in 45 wards. These
officers must share wvehicles to ensure maximum
visibility."

He said staff was encouraged to apply for vehicle
subsidies to ensure maximum visibility, In 2015, the
team won the Gold Service Excellence Awarding the
Department of Agriculture.

“Going beyond the call of duty is nothing else bul
respecting your clients,” said Nishangase. "| personaily
don't mind if a farmer calls me at any time. | will give that
client time whether its the weekend or after hours,”

He said most farmers chose o mesl his staff over
weskends.”| do accept the appointment if they need me
after hours. That is going beyond the call of duty.”
Mtshangase said client's feedback was monitored
through a suggestion box.

“Our farmers can lodoe complaints o compliments
through the suggestion box. We acknowledge
complaints within three days as per our Sservice
standards. If a complaint is complex, we will visit the
farmer and explain the complexity of the complaint. But
we do a follow ups until the complaint is resolved.”
Mishangase said in this way, staff was held

accountable to clients.

"“We are always informing farmers aboul the programs
we have in placeWe have a team of three members
who have been nominated to look after the. client's
needs We consult our farmers in terms of mestings,
association meetings and our visits . After consulting our
farmers, we analyze the feedback "He said this also
ensured that farmers received value for money.

“This is one of the most crucial points. We have projects
and have to use government's money. We have to
ensure thal we're getting value for money.”
Ntshangase's team works closely with the 15 Amakosi in
the district and with the local municipality.

Sponsored by
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Infrastructure Management and Economic Services
KZN Provincial Treasury

CREATING tangible value-added resulls is what drives Dr
Clive Coelzee and his team at KZN Provincial Treasury.
Coetzee is the Chief Direcior and heads a team of
infrastructure specialisis and economists in the Infrastructure
Management and Economic Services unit based in
Pietermaritzburg.

The unit is a muli-dimensional team consisting of
infrastructure  specialists like civil enginesrs, quantity
surveyors, architects and project managers, and macro
economists, statisticians and mathematical economists.

“We are a predominantly a support unit,” said Costzee. "We
support our clients whether they are provincial, municipal,
private sector clients or anyone else that needs our support.”
Tha unit, with an operational budget of R24-million, develops
strategic polices and frameworks and manages the
implementation through monitoring and evaluation,

Infrastructure Management and Economic Services assisted
in securing about R387-million in addiional funding for the
Departments of Health and Education over the pasl two
financial years through the Performance Grant System.

“We have successfully planned and implemented various
infrastructure and related projects throughout the province,”
he said. “We have facilitated funding of approximately R800-
million over the last two years through the hosting of the
various Funding Fairs and Funding Discussions.”

BEST PRACTICE REPORT 2015/ 2016

Other projects include the R7Y0-million Pietermaritzburg and
Ulundi Airport Development Projects, the R120-million
Regional Technology Hubs Projact, the R35-million Kokstad
Light Industrial Park and Eco Complex Projects, the R55-
million Nongoma Taxi and Bus Rank Project and the R1-
million Coastal Horse Care Unit Project.

Coetzee sald his department had also leveraged funding
from the European Union for building four technology parks
in KZN,

“A number of pecple have been employed for the
construction of those parks and we've allracted some
business and investors into those parks. We will be able to
create wealth and jobs in those specific areas.”

He said his unit had also leveraged huge sums of additional
funding and unblocked a number of infrastructure projects to
make an impact. He said aligning their actions to Batho Pele
principles improved their service delivery impact.

Coetzee said a shortcoming was always financial constraints.
“With the cost cutting measures that we strive to uphold, it's
really a balancing act between delivering an efficient and
effective service versus the financial constraints we face.”

He said the workload by its very nature forced them to work
beyond 16h00,

“We address Batho Pale as part of our quarterly mestings.
Each unit member is responsible for champloning a principle
and will report on the progress We also compile Batho Pele
quarterly reports."He said this has kept the unit grounded.

“We now dao it with more purpose and we try to maximize our
efforts. "Coetzee said his unit has formed strong relationships
wilth clients and ensured value for money.

“The ultimate reward is when people in the far reaches of the
province come up to us and thank us for what we've done.”
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Department of Human Settlements
Rental Housing Tribunal

ENSURING that both tenants and landlords know their
rights, is a key priority for the KZMN Rental Housing
Tribunal. The Rental Housing Tribunal is a unit within the
Department of Human Seltlements that serves a two-
pronged mandate, said Director Willow Zigubu. “We
intervene in resolving disputes between landlords and
tenants in residential dwellings and the we promote the
services of the Tribunal "The Rental Housing Tribunal is
responsible for the speedy resolution of rental property
complaints across the province.

“During the financial year 2015/2016 the target that was
set for the resolution of such complaints was 1 380based
on the trend analysis for the previous financial
years,"said Zigubu. “As a service drven unit we
managed to resolve 1808. Of these, 123 cases wera
urgent and involved disputes relating to disconnection of
servicas, unlawful evictions from rented property and
lock-outs. These were resolved on the same day that
they were reported."The Rental Housing Tribunal
renders a free service that is easlly accessible fo all,

The services of a qualified interpreter would be sourced,
if neaded, and all proceedings are properly recorded, ha
said.

He said Batho Pele required that clients also rate their
services."The Rental Housing Tribunal received thres
complaints from our clients in this financial year. All wera
resolved with disciplinary steps being initialed against
those officials."Ziqubu said his unit ensured thal their
serviceswere accessible with effective marketing and
promotion of the unit. He said such awareness was the
cornerstone of his unit's success. “KZN is the second
largest province in terms of population. As such,
communication and the way in which we engage with
recipients are every important. For effective engagement

SERVICE EXCELLENCE

BEST PRACTICE REPORT 2015/ 2016

and communication in local municipalities, we partner
with them in their Integrated Development Plan road
shows, tap into their websites and request dissemination
of our information via their internal publications like
internet and emails.”

The unit also places and distributes posters and
pamphlets in strategic positions.

Ziqubu said the plight of students in occupation of rented
accommodation has become overwhelming in recent
years.

“‘Our intervention in this regard has become more
eminent than ever before. Partnerships with tertiary
institutions have been established to address this
scourge, Information sessions on the rights and
obligations of landiords and tenanis have been
incorporated during their orientation programmes in most
TVET Caolleges in the province.”

He said government has intensified the provision of
Rental Housing throughout the country.

“This caters for those who would nol have gualified and
are within the income bracket of R0 — R3 500. The gap
market are those who eamn between R3501 to R7500
and have been catered for through Social Housing
projects."Ziqubu said the success of Social Housing
relied on the high rate of collecting rentals,

“To achieve this the Tribunal has formed strong bonds
with Social Housing institutions, in particular First Matro
Housingin rolling oul joint induction programmes for
tenants 1o know their rights and obligations. It also
creates awareness with regards to the resolution of
disputes between lenants and landiords.”

“KZM is a province of 10 million people covering 94 361
km2, in 11 districts and 51 local municipalities. The
harmonization of the refationships between tenants and
landiords in residential dwellings is a provincial mandate.
Accessibility to all corners of the province is imperative.”

Ziqubu said the Tribunal has established42 information
offices across the province.

"Citizens of this province are not required to travel 1o the
main office situated in Durban for the resolution of their
disputes,” he said. The KZN Rental Housing Tribunal
received a National Govan Mbeki Award for being the
Besl Rental Housing Tribunal in 2015.
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Best Batho Pele Team of the Year

Department of Social Development
Mahlabathini Service Office

GOING beyond the call of duty has seen the
Mahlabathini Service Office of the Department of Social
Davelopment achieve almost 99 percent of their
performance targets. Service Office Manager Thobile
Mbuyazihas a staff complement of 45 employess
servicing 188 318 residents in 22 wards.The team last
year won the Silver Award for Service Excellence.

“We ensure we live the Batho Principles on a daily
basis,” she said. "“We implement the principles in all our
programs. We conduct the employee satisfaction
surveys where employees rate us. We also have
customer salisfaction surveys."Feedback from these
surveys are used to improve senvice standards, she
said.

E EXCELLENCE
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Mbuyazi said her office was one of the best teams in
implementing the Batho Pele principles,

“Our stafi has reached out to more customers every
year,” she said. “We ensure that our customers get all
our services, We even conduct outreach programs at
taxi ranks to ensure our services are accessible.”

She said Operation Sukhuma Sakhe has also helped
with many success stories emanating from the war
rooms.

“We are also among the various organizations in the war
rooms.Our social workers are located in each ward and
are parl of the war room task (eams.”

Mbuyazi said because of their geographical location,
clients would need to travel far to reach her offices.
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c\o ABSA



KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

“This is why we take our services to the people having
our social workers located per ward ensures our
customers recelve a guality social service. Clients get
value for money because we lake our services to them
and they don't have to travel out to us. "She said
consuliation was most important in achieving their
targets.

“We don'l just impose and take our service to the
peopleWe consult with customers and identify their
neads. In this way we are able to render a service
development delivery plan.”

Her staff also conducts workshops with Amakhosi where
they wvisil tribal authonties and ensure their services are
explained.

Mbuyazi said her office was disability-friendly.

“We have responded lo the nesds of psople with
disabiliies. We have ramps, parking and toilets for
people with disabilities,

“We have intermal and external signage to help
customers access the different units within the
institution. “

Her office also has a memorandum of understanding
with the Department of Justice to use their sign language
interpreter to make sure that those with special needs
are catered for. "We also have several community
outreach programmes. We use this (o see our cuslomers
and make our services more accessible.”

SERVICE EXCELLENCE
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Mbuyazi said staff adhered strictly to their courtesy code,
which is displayed in their offices. “We treal our
customers with courtesy and dignity,” she said. "We also
have a children’s corner where they can keep busy when
their parents are in consultation.” She said the
complaints procedures are displayed on the wall of the
offices.

“We open our suggeslion box within seven days and
respond with 14 days. We speed up the process of
responding to complaints raised by clients.We will train
or even discipline staff if the official is found to be
negligent.”

She said clients were still being atlended lo as usual
despite the current drought in Zululand.

“We don't abandon our clients. We arrange water tanks
to ensure we don't interrupt our services. We always
respond and put the needs of our clients first.”

Mbuyazi said her offices were also doing a great job in
eradicating the backlog for foster care.
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Best Batho Pele Team of the Year

Department of Education

seRvIcE Kamalinee Primary School

PROVIDING a holistic education and going beyond tha
normal school curriculum s what drives management
and educators at Kamalinee Primary School,

The award-winning school, in Isipingo south of Durban,
has 1055 learmers with 51 educators.

“We believe we've excelled because wa have yet to see
a school that provides a holistic education the way this
school does.” said Educator Thanjamah Pillay.

“From sporl to academics to social awareness,
environmental awareness, canng for the aged and the
poor and highlighting animal rights, our school does it all
It's net just in terms of what we give but how we teach
our learners to embrace all of it."Pillay is a Grade 4
Maths and Grade 7 Science educator and won Educalor
of the Year in 2008,

“This school has a team of educators and management
that works as one well olled machine,” she said. “Here
everybody works together, everyone gets involved in all
projecis. It's about putting people, our leaners first.”

She said this commitment filtered through to all aspects
aof the schoal,

“We have a large wailing list, proof of our standard,” she
said. "Management and staff see no division. We are
able to work together in unison. Mobody is vying for
individual accolades."Pillay said Kamalinea Primary was
deserving of gold as the educators went beyond the call
of duty.
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“We do more than whal the curriculum asks for. We are
willing to spend our personal time, our finances and our
vehicles to ensure that our leamers get the best
education.”

She said while the Department of Education was limited
in providing financial support, staff were willing to go the
extra mile and raise the necessary funds to ensure that
the school provided the education the community
needad.

“We have also proven ourselves from an academic paint
of view in terms of our resulls from the national exams
and national Olympiads. Our children are always South
African winners. In 2015 our Grade 7s were rated the
best in the country in the National Science Olympiad and
our Grade 4s were placed second. This is concrete
evidence that we are doing something right.”

She said the success of leamers once they left school
also gave educators an idea that they were laying a solid
foundation for their children.

“Our children are successful in all the high schools that
they go to. We do get feedback from those principals.
They go so far as lo say thal they can pick oul the
learners that come from our schoal "

She said several leaners have gone on o be
professionals and successiul business owners,

“Many come right back and sponsor our school. Our ex-
leaners are now successful wealthy people. They do that
because they say that the foundation of the primary
school led to their success.”
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The school has several extra curricular activities from
ballroom dancing to recycling and social responsibility
projects to charity initiatives.

There are clubs for speech and drama, reading,
balloom  dance fraining, social responsibility
programmes, spelling bees and cheerleading.

The school also has a woman's club that aims to
empower women in the community.

“This club is invelved in teaching women various skills in
addition to creative arts, flower and table decorating. It's
aboul empowering mothers and women whao can attend
the workshops during the day.”

A Flamingo Club allows women in the community to
borrow magazines and books from the school. This
promotes reading among women and mothers who are
at home during the day.

The school also provides instruction by a professional
coach at its swimming pool that was built in 1987,

“Every week in the afternoon, our learners work in the
garden,” said Pillay. “The school has won several eco
awards, including the School's Environment Education
Programme.

“As a resull of our school's initiatives, we were invited to
pilct the Ree! Gardening project where seeds are
planted in a strip of paper. The proceeds are given to the
120 indigent children.” She said the school has linked
with community and religious organizations lo provide
these children with meals every day. New projects at the
school include a pond, an aviary and a permaculture
garden.Head of Department Kamal Singh said the
schoal's accolades bore testimony to staff commitment.

“We have achieved many wards. We received the Silver
Award for Service Excellence and the Bronze Award as
well. Many of our educators have received educator
awards by the department. We also have Mrs Pillay who
was the Educator of the Year."
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He said the learmers’ exposure to the multitude of
activiies was an indication of the educators’
commitment.”If you loock at our register, you will see
educators at this school teach beyond 2:30pm every
day. They work on Saturdays and after hours. CQur

school i2 buzzing until 4pm every day. It's because qur
educators are just passionate about whal they do.”
Singh said the biggest hurdles somelimes were
resources, like textbooks.

"‘But we make every effort to supplement that
shortcoming through other maans. If we have a shortage
of textbooks, we run exira worksheels or we make use
of newspapers.”

Singh said there were many platforms in place to
monitor staff performance.

“We have a suggestion box and we have conducted a
customer salisfaction survey. Even at funclions we have
feedback from parents on how we can improve our
service and run a better institution. We also get feedback
from parents at information evenings and from letters of
appreciation.”

He said while Kamalinee Primary complied with all Batho
Pele principles, the school excelled at offering value for
money.“By offering sporting, cultural activities, exposing
our learners to different types of activities, all these
things cost money. We have so many volunteers,
parents and sponsors. We are able to keep these
activities running by appealing for sponsors.

“One just has to look al what the foermer Mode! C schoaols
have and then at what we offer here. The aclivities here
cost more money, Parents also coach and our teachers
go the extra mile. No one gets paid overtime. Parenis
are definitely getting value for money,” he added.
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4 Department of Human Resourse Management and

BROMNZE AWARD
SERVECT s

EMBRACING staff and making the workplace an
extension of the family unit has borme dividends for the
Department of Human Resources Management and
Development in the Department of Arts and Culture.
Formed in 2005, the department is one of the youngest
in the county after its split from the Department of
Education and Culture,

Thirty-seven officials based in Pielermartizburg service
the department's 580 employees across the
province."Adopting staff as our own family has seen our
unit make a difference in the lives of the people we
gserve,” said Jeff Jafta, Director Human Resources
Management and Development in the Department of
Arts and Culture. “We have lived by these principles day
in day out.”

Jafta's department scooped the Premier's Service
Excellence Silver Award in the 201415 financial year.
“We believe we now have an understanding of the Batho
Pele principles and we have the esperience of
implementing this in our department We go beyond the
call of duty every day .t is these exercises that |
inculcate in my team He said it was through his leam's
interaction with colleagues that they adopted a destitute
family who were unable to fend for themselves.
“Through our Men's Forum last year we built a house in
Vryheid for the Dlamini household and for ancther family
in Ndwedwe.”
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Development in the Department of Arts

The Batho Pele principle of access was key in his team's
interaction with its clients, Jafta said. "All ouwr customers
have access to our events like our Sports Day, Family
Fun Day and others. We promote access to our services
through policy workshops where we encourage people
with disabilities {[s] apply for jobs.”
The department also used family events and sports days
to highlight health and work issues,"QOur Family Fun Day
includes health screening. Families are also able to
better understand why officials have to work long hours
and over weekends when they hear top management
tak about our programs at these evenls”
Jafta is proud that his depariment is the only unit in the
province with an improved group scheme for funeral
cover at discounted rates."We are humble to our
employees,” said Jafta. "As Human Resources you need
lo have thal personal touch with people. We study
human behaviour to qualify as human resources
practitioners so we know whal makes peopie tick

Jafta's said his department has priontized several bold
initiatives, including promoting health and wellbeing in
the workplace."We go beyond the normal course of duty.
We introduced the Biggest Loser inifiative for both men
and women as pat of our Employes Health and
Weliness programme where employees aspire o lose
weight and lead a healthier Ifestyle.” Such initiatives
help ensure healthier and happier employees, he said.
The Department of Human Resources Management and
Development also focuses on the youth development.

The Department of Arts and Culture currently has 71
interns."We are very invalved in going out to schools and
exhibitions. We also have an arangement with FET
Colleges to offer their students an internship period of 18
months,” he added. Jafla emphasized that moral support
was a key alement in dealing with clients.

He said officials also wvisited the homes of employees
when they have a desth in the family
*My team is also given time off {o assist grieving families
with funeral arrangements. We visit them on any day of
the week just to give them that moral support.”

Each official in the human resources department also
contribute R50 towards funerals arrangements of staff
members or their families.
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Department of Community Safety and Liaison

SERvICs KZN Northern Region

FOSTERING good community relations with the people
they serve has helped the Department of Community
Safety and Limizon reduce crime levels in Northern
KwaZulu-Natal District Coordinator Stanley Qwabe said
his team’s efforts has closed the gap between police and
the community and helped them win the baltle against
crime.

COwabe's five-eman team services the uMkhanyakude
District that shares its northarn border with Mozambigue
and Swaziland. uMkhanyakude District has a population
of 410 304 and s made up of the Hiabisa, Big Five,
uMtubatuba, Jozini and uMhlabuyalingana municipalities

This area is predominantly affected by superstitious and
witchcraft beliefs. People living with albinism are the
most commonly affected.

The commeon myth is that having a part of the body of a
person living with albinism brings luck. People in some
areas believe these bones are made out of gold.

“We are responsible for monitoring and evalualing
policing in this vast area,”" said Qwabe, "We also work
with the community to ensure they partnerwith us.
Previously the palice wera working in silence but that
has now changed.”
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The unit monitors police stations, compliance with the
Domestic Violence Acl and implementation of IPID
recommendations by SAPS.

They also monitor managemenl and the handling of
sarvice delivery complaints and school safety and crime
prevention protocols at stations, Qwabe said the unit
was also responsible for the establishment and
maintenance of Community Safety Forums.

“We also facilitate the maintenance of Community
Policing Forums, the establishment of ward safety
commitiees and voling district safety teams.

We've also participated in awareness programs like
fighting against the killing of people living with albinism.”
Consultation was the most important principle, he said,
"We don't do things unilaterally here. We are accessible
always and serve the interests of the community.”
Qwabe's unit had previously worked out of
Pietermaritzburg.He said despile a small team, they
have been able to deliver on their mandate

“We don't have an on or off duty. We are on call all the
time. If there is a need, we are thereWe don'l limit
ourselves. When there's work, thera's work.”

He said practising the Batho Pele principles have
enhanced service delivery.

"We always try to have meetings and motivate the
community and ourselves. We also see how we can do
more and whal we do best."Complaints were addressed
within five days, Qwabe said.

He said his management was always getting feedback
from the community, “We pride ourselves in daing well
with consultation.”

We have 126 people as parl of our Volunteer Social
Crime Prevention Programme who visits war rooms

across the district. We attend at least five war rooms a
week,”
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COMPASSION s what drives the Road Safety Team fo
literally go the extra mile every day and change the mindset
of errant road users. Principal Road Safety Officer Jolena
Boulton and her team of 14 have seen death on our roads
first hand and the all loo familiar sight of grieving families
arriving at the scene of accidents.

“When you work in the field, you see horrible death every
day," said Boulton. "We see families losing loves ones all

the time. That's what drives us. Compassion for people is at
the heart of our services.”

Boulton's crusade to stop the carnage and make a difference
is finally paying off. This Easter holidays, KwaZulu-Matal had
37 fatalities- a two percent drop from the previous year.

KZN was also the only province in the country to have a
reduction in road crash fatalities.

‘My team starled six years ago lo change the behavior of
road users,” said Boulton. "Our team is commitlted to
providing road safely education and awareness
interventions. We go where people are. We will even wvisit
taverns on a Friday might to promote safer roads.”

Road crashes are responsible for more deaths than a

debilitating disease where millions of rands are spent an
prevention, she said

SERVICE EXCELLENCE
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Best Batho Pele Team of the Year

Department of Transport
Road Safety Team

Boulton and her team build on the road safety foundation of
safer roads by embracing Batho Pele principles.

“We don't waork from Th30 to 16h30. We work weekends,
public holidays and do not comply with official working hours,
“Losinga loved one in a road crash has a devastating impact
on families.” The World Health Organization predicts that the
category of unnatural deaths, which includes road crash
{atalities, will be ranked as the third highest cause by 2020 if
not addressed urgently,

HIViAids-related deaths will in comparison be ranked ninth,
“Road crash deaths are a pandemic that requires serious
and drastic interventions to hall the unavoidable loss of
innocent lives,” said Bolton.

“Through owr road safety education and awareness
interventions in partnership with community road safety
councils and interfaith ambassadors, we are coninuously
equipping our citizens with skills and knowledge that allows
them to make informed decisions.”

She =aid tha School Crossing Patrol Services Project was a
poverty alleviation program that created employment
opportunities for unemployed woman-headed households.
“Our Scholar Patrol Project empowers learmers o take
responsibility for road safety issues at a young age. Our
community road safely council members are our eyes and
ears in the community.”

The tearn has won a string of awards including Bronze in
Best Team category - National DPSA Batho Pele Awards,
National Road Safety Award for Besi Project, Bronze Award
for Best Project and National Road Safety Award for Best
Project.

The Road Safety Team was also the first government
depariment o win a Silver Loerie Award for an advertising
campaign.

Boulton said clienls completed surveys and could call the
Mpimpa Call Centre to repart any dissatisfaction.
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Best Batho Pele Team of the Year
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Department of Co-operative Governance
and Traditional Leadership

Chief Directorate - Traditional Institutional Support

ADOPTING a bottom-up approach to working with dients has
paid dividends for the Traditional Institutional Support unit in
the Department of Co-Operative Governance and Traditional
Affairs. The unit supports municipalities as well the traditional
leadership instilutions in terms of capacity building and
implementing and coordinating projects in their traditional
communities.

it services 20 traditional leaders and 20 traditional councils.
Each traditional council has 30 members."When | say we
provide support to the institutions I'm not just confining
ourselves o Amakhosi. We also provide support to their
communities,” said Zimbili Maphanga, Deputy Director of
the Umgungundlovu District. “Owur various initiatives have
contributed to poverty alleviation in rural communities and
has enhanced rural development.”

Maphanga said her unit facilitates the varnous projects taking
place in traditional areas and advises the municipality on how
traditional leaders operate.

Her leam [ast year won the Premier’s Award for the Besl
Implemented Project for their Festival of Beads.

That project was aimed at wealth creation for rural women
and reached out to the rural community by hosting a Bead
and African Arts Camival to promote South African culture
and boost rural economies.

“I'm blessed to have such a team. It's not the first time we
have been nominated, shorilisted and won an award.

We would nol have won the Festival of Beads if it were not
for this team. They are very co-operative and enthusiastic
about thair work.”

BEST PRACTICE REPORT 2015/ 2016

She said the unit has made inroads because of the team's
impact."Consultation i2 also important as we consull with our
clients. We don't implement the approach of top down, We
work botlom up because we elicit their needs, This assists us
to implement effective suppor.”

Being understaffed is a major hurdle for the unit."We can do
better if we are not understaffed. The team effort makes us
able to accomplish whatever we want to." Maphanga said her
teamn of nine was proactive, innovative and cooperative,

“Time does nol matter if there is work to be done. They will
go home at 20h00 if the have to. If another section Is stuck
with work, we are able to help each other."Implementing
Batho Pele principles has enhanced the functionality of
traditional councils.

“That is our core function of providing them with the support
because they provide input to the municipality in terms of
service,” she said. “They go oul looking for sponsors as
traditional councils. They also come up with projects that
would help them in lerms of executing their functions in their
respactive communities.”

Maphanga sald she monitored her team's performance
though feedback and complaints.

“If it's minimal we do solve the problem here. If not, we would
refer these to head office We are a district office and merely
coordinate.”

She said her clients are consulted through meetings.
“Whenthey have their mestings we are there. Sometimes
they reguest interventions, We also come up with projects for
them and source resources. We print things here in the office
and take it to their administrative centres.”

She said her unit also monitored and moved around their
client's assets and fumiture that wera not being used.

Every official has Batho Pele principles displayed in their
offices.

“S0 even if they answering the phone, the principles ara a
reminder to be polite and courteous,” said Maphanga. “We
work with a variety of stakeholders and live these principles
on a daily basis. God guides me on how 1o lead and manage
people.”
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Best Frontline Service Delivery Employee of the Year

Department of Agriculture and Rural
Development-eZingolweni
Zandile Shozi

I

ZANDILE SHOZI'S tenacity knows no bounds. The Agriculiural
Advisor from the lzingalweni Local Office in the Ugu District will go to
any lengths to ensure her clients get what they nead. A chairperson
of the Ward 1 war room and Deputy Secretary of the Local Task
Team, Shozi has spearheaded a string of projects since she joined
the Department of Agriculture and Rural Development in the Dumbe
area back in 2004 Now, thanks o her efforts, clients are exporting
their sought after harvest to intermational destinations.

Shozi has a MNational Diploma in Agriculture, specialising in
Agronomy and Horticulture and a B-Tech in  Agricultural
Management."I'm currently engaged with food security, communal
estates and irrigation scheme projects,” she said. °| work with small
and commercial farmers and advise them on how to plant crops. |
provide technical skills on how to plant maize, dry beans, potaloes
and general frull production on a daily basis."Shozi =aid Batho Pale
to her, was a way of life.

°l always put people first and go to them,” she said. " work with the
communily on a daily basis. I'm the chairperson of a war room 20 all
cases  from the community come to me’Shozi believes in
consullation, saying interaching with the community was invaluable
You have to get community input if you want your projects 1o work,”
szhe said. "Al the same time, you don'l have io keep on consulting.
You need o have impact.”

She said seeing the impact of her work was priceless. “Impacl is
whan you see the lives of the people change. From the deep rural
areas_ tha most disadvantaged peopde being able 1o alleviate poverty
and generate income, that is something really special.”

Shozi did not give up when her department was unable to fund her
projects.“When my department could not afford to fund certain
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projecis, | engaged with ancther depariment to solve that chent's
problem.! have even had the Ugu District Municipality fund some of
my projecis’She recalled a project thal required a farmer o
contribute 50 percent of the funding,

“The projpect was R1.5-milllon and i required that the farmer
contribute R750 000. When the farmer was nol able o raise that
maoney, | approached rural development and they funded the RTS0
000"

Shozi has been inspired by her mother “We ware poor at home so |
know whal it's like,” she said. "My mom used to plant vegetables and
sell it to gain an income. That inspired me, that farming can change
lives."She said this upbringing has also affected her interaction with
people. *| need to ensure that there is service delivery in whatever |
do: | need to make sure that there is impact.”

She said one incident that touched her dearly was thal of a woman
who lived with her family in a tiny litte house. “If you went there
before the intervention you would have cned,” she recalled. "As a
team of the war room, we weant there with food and we supplied them
with seeds but thal was note nough. | wrote a letter to a
businessman in Izingalweni, Mr Allan Noor Mohamed asking him far
assistance, Mr Mohamed responded and buill two rooms and
supplied the woman with furniture. He also sent her two kids 1o
school.”

Shozi said Batho Pele has made her szee ihe community in a
differant way, I service two wards with more than 10 000 people. |
work with clients to improve their ives and | go beyond the call of
duty everyday.”

She said 10ha Sipuzimpilo Tea Tree oil project was a shining
example of her commitment.

“We're always saeing tea tree oll in shops 50 | researched it in 2009
and appled for funding from my departmeant. You plant once and it's
lifetime is 40 years.®

Shozi said the group involved had their first harvest last April.

“They are now exporting their tea tree oil. Thera are 12 benaficlanies
and they employed 30 people during the harvest Their first income
was RE6 000 in June and RE&1 000 in August. In one year they
managed to make a profit of RBS 000"

Her other projects include the 12Bha Wosiyane Riverside Cluster
producing dry beans, the 30ha Horge Shoe imigation producing
vegetables and tea free oll, the 100ha Thuthuka Cliffview Co-
operative producing maize and dry beans, the 100ha MZZISNOTTA
Co-operative producing maize and dry beans and five community
gardens for food security.
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Best Frontline Service Delivery Employee of the Year

Department of Corporative Governance

SILVER AWARD
SERVICT EXCELLENCE

COMMUNITY Development Worker Alex Msomi is a man who
wears many hats.Msomi, who is bassed at Cooperative
Governance and Traditional Affairs offices in Sani Pass in the
Himeville Area, is ofien called upon lo intervene or mediate in
a variely of matters from community and social issues 1o
resolving criminal and civil disputes.*My job is to inform and
assist the community on the services available by the different
spheres of government,” said Msomi. "My work is based in the
community. I'm always called on to assist with various issues.
Some are not even part of my job description, but | help
wherever | can."Msomi is passionate aboul this desp rural,
desperate, deserted and mostly poor community living in the
dusty area perched somewhere in the cold mountainous area
of Sani Pass thal he works in and often goes beyond the call of
duty to assist.

Access to this community is by means of one or two bakkies
used as taxis and if you miss their moming travel time you may
as well forget about going to the nearest sleepy hamlet of
Himeville which they eall town for the day.

“I'm always using my own funds o assisi people who need
halp. I'm very happy to help, it's my community. Most of the
pecple here are very poor."Community upliftment is important
to Msomi i they are affected it automatically affects me
People ara always calling me, even if they fighting amongst
themselves or for domestic violence. | sometimes go home at
dam if I'm assisting in taking people to hospital when there are
no ambulances availlable"Msomi said transparency and
openness was very important when dealing with clients.

“You have o service pecple with respect and courlesy,” he
said. "People share their problems more and more if you are
polite and caring. People are the heartbeat of the nation. |
therefore availl mysell to assist wherever | can.”

SERVICE EXCELLENCE
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and Traditional Affairs
Mr Alex Msomi - GOGTA

He said being thorough and committed in his work has gained
him the community’s respect™When | make promises | make
sure | keep those promises. | make sure | keep clienis
informed on the progress of their matters. | balieve in getting
the full story from clients and make home visits all the time. |
just don't rely on documents. | believe in getting information
from the horse's mouth,”

Msomi |s also chairperson and coordinator of the local war
room."l was elected chairperson because nothing much was
happening there, My leadership has helped me in the war
rooms lo ensure service delivery. We plan together to make
sure everything works. “This way people won't sabotage
attempis to get all stakeholders involved."Msomi also assisis
the war room with secretaral duties | assist with the minutes,
typing and printing. sending invitations o relevant
stakeholders, etc. | supervise the Community Care Givers in
profiling and arrange documents for their reporis. I've always
been involved with working with people on the ground.”

Msomi said his interaction with the municipality has also
assisted his performance.”| work with all structures o access
the various services thal are available. | make sure people
benefil from refevant departments."Msomi has initialed a string
of programmes lo include sports, youth development, back-to-
school campaigns and Heritage Month celebrations. He also
raises funds lo support these programmes.“The Batho Pele
Principles is a powerful document. I we provide services we
do it in a humble and efficient way.”

Through Msomi's intervention, resident Nlombiza Mhlakcana
received a payout from her husband's employer nine years
after his death."] feel for people,” he said. | would used my
own ftransport  withoul compensation (o take her to
Pigtermaritzburg.I've also helped ensure that grantee
Lindokuhle Majozi had her monies refunded after funds were
deducted by an unauthorized debil order"Msomi has also
assisted several residents to apply for birth cedificales that
ensured they collected child support grants.

“I've even intervened to resolve land dispute issues and
assisted a number of people in the community to claim from
the Road Accident Fund. We always apply to the relevant
departments and NGOs for food parcels to assist vulnerable
households."Msomi has also used his own vehicle to transport
soccer teams and assisted them in procuring soccer kits (o
from the Department of Sports and Recreation.”] also have a
database of unemployed people and try fo amange
employmeant whera | can.”
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Department of Social Development

SERVICE EAE Ms Lorna Vaneshri Gramani

Lorna Vaneshri Gramani was always passionale about people and
ready to make a difference when she left university. Being raised by a
single parent, she understood and apprecialed the importance of
family values | fesl blessed because I'm in this postion and can
make a difference in the lives of people | meal” says the social
worker based at the Chatsworth offices of the KwaZulu-Natal
Depariment of Social Developmenl."l's about gracicusness and
humifity. 1've always wanted 1o enhance the guality of life for all
citizens and I'm mindful of the guality of service | provide."Gramani's
upbringing has enabled her fo find a way to mearge her family and
soclal work values to benefit her clients."For me the Principles of
Batho Peie was part of my upbringing. If's how | live my life svery
day

| value every person and reafize that every life s important | sirive o
reach excellence in whatever task is given to me"Gramani has
always endeavoured fo go the extra mile for her clients and takes
special care (o traal them as kindly as possible,

“However in matters of child abuse and domestic violance | am able
to hold my own and remain firm, fair and objective,” she says.
“Despite varous and diverse work commitments | am able to asaist
whanever the office ts experiencing a crisis like removing children in
the absence of the ares worker, completing sentencing repori in a
matter of days for culpable homicide in the absence of the probation
officer®

In addition to her normal workioad, Gramani has independently
researched lopics like Satanizm and Sugar Daddies.”| found that
thesa are social ills thal are persistent and negatively affecting our
youth. | do this research in my personal time and have begn ever
willing to share this information with others. "Gramani also believes in
the advocacy and advancement of women My work at the
Thuthuzeta has had a profound effect on my sense of social
responsibility and dedication to clients living in rural areas "She has
also been al the forefront of several community outreach projects.

“I'm invalved In various projecis ke the Tufu Care Cenire and the
White Door project. These projects are special because if's victim
empowermenl. We deal mainly with abused women and
child-headed households "She says there i a dire nead for her
services in a community that has been very dear to her heart,

“I'm always warking long hours and | transport clients in my own car

LLEMCE
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To me it's about service defivery, Often we don’t have budgets 1o
provide for tea and sandwiches or snacks. | use my own money for
these refreshments."Gramani has ensured thal social welfare
programs are now more accessible to vulnerable communities

“| feel strongly about community members having fo travel on foot o
reach these programs. So we choose venues within the community.”
She says the community she serves has been riddled with gender-
based violence and substance abuse for years."Poor service delivery
has left these communities doubtful of governments ability to help
We've found that services need lo be more accessible and mors
frequent."As a resull, she has roped in various stakeholders to revive
community interest in serious topics that have in the past been met
with community apathy."Gramani often speaks at functions on
community apathy and the adoption of a zero-tolerance alitude (o
the abuse of women and children,

‘| also addressed gaps in terms of poor service delivery and how to
access services. We Inform the community on how the concepl of
Batho Pele has made it mandatory fo ensure that all customers
regardless of race or background receive services that are guality
based.”| point out often that all government officials are placed in
their rales to assist the public. They are the reason we have jobs.”
Gramani says the mosl important Batho Pele principie to her was the
impact of her services. "Our work depends on the impact of the
sarvices we daliver. Wea have to make a difference"Her clients
complete customer care surveys in the foyer to monitor compliments
of compiaints

“‘Word af mouth to me has baen my biggest refarral ™ she says,
Gramani was deployed last year for three months at the xenophobic
refuge camp In Chatsworth thal housed more than 5 000 affected
foreign nationals."It was wonderful 1o make a difference,” she says.
It gave my life & sense of purpose. | fell ke | was neaded, and it
was good to meel people.”

She and members of her management had donated materials for the
initial crafts programmes with children,

“I'm not a cleanar but | helped clean the grounds and even cleaned
up the womit.| hugged chidren and we bonded. Even the children
wera unhappy when thay left, aying ‘Mam, we'll miss you'."

Gramani is known to embrace her clienis with big hugs, ensuring
they feed loved. “That ike Batho Pele is part of my upbringing. Every
life & important. Clients are our beead and butter. | was told this by a
senior social worker when | was a student and it has stayed with me
gver since. That makes our cusiomers an invaluable commodity and
waorthy of my deepest respact and gratitude.”

Gramani says Batho Pele is a culmination of a principled work ethic,
dedication to serving the vulnerable and appreciation for her job.

“My clients have basn my greatest teacher and have schooled ma
more than a university education ever could, My sense of Batho Pele
did not begin when | began employment in government. It lives and
breathes in me because | am the product of good parenting that has
taught me that all lives matter "
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A PASSION for education and observing a change in behaviour is
where Thembisa Mgwill finds her sense of fulfiment The former
educator and now Principal Road Safety Officer at the Hiuhluwe
Cost Cenire in Empangenl Region is responsible for the
implementation of al Road Safely Programmes in  the
uMkhanyakude Disirict Municipality Mgwill has been semvicing the
Hiabisa, JozmiuMtubstuba, Big Five False Bay and the
Umhlabuyalingana local municipalities since 2008 °1 deal with the
community's front line on a daily basis,” said Mgwill. | love working
with people and making a difference in their lives, This is what drives
me. "My job s special because it creates an opportunity for me to
share information, 1o educate and effect a change in people's
bahaviour.”

Mgwili eonducts road aafety talks and awareness campaigns in
schooks, churches, tribal authorties and in the tax ranks.

‘| conduct road safety workshops for learmers, educators and dnvers,
| also conduct road audits to identify hazardous areas in the district
and Eaise with the technical depariment within the coslt centre lo
ensure engineering solutions are implementead

She also faciltates burial assistance for the road accident victims
“It's always important to treat everybody with respect and decency. |
take pride in my job and always put people first no matter what "
Mgwill has won a National Award for Pet Project in 2012, was
nominated a3 Pel Coordinator from 2012 to 2015 won Best
Employea in Service Delivery -Cost Centre Hiuhluwe in 2014 and
2015 and won first position in Regional Pel Projact from 2012-2014.
She has been instrumental in arranging Road Accident Fund
workshops for residents.
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- Department of Transport - Hluhluwe Cost Centre
Ms Thembisa Mgwill

“In previous years the uMhlabuyalingana residenis had been
struggliing to access RAF |nformalion and assistance. With an
increase in RAF queries | facilitated in arranging @ consuiting venue
once a month for residents. | then invited consultants from the Road
Aceident Fund in Durban to offer workshops.”

She said the success of the workshops has encouraged her to roll
out the program to other municipalities. Mgwili has also empowered
learners with the Road Accident Fund nformation when she visits
schoalsMy talks deals with the RAF clam procedure, who benefits
and where to obtain assistance

"She initiated and developed pfans for joinl awareness campaigns to
be held in taxi ranks, primary schoals and in the tribal authorities. |
closely monilor the regular altendance of traffic officials (o the road
safaty mealings to discuss and develop sirategies on how accidents
in the district can be reduced or eliminated. I'm passionate about
sefving the communities and I'm ever willing to deliver regardless of
fime constraints.

"I never hesitate when I'm invited lo address people on road safety
even if i means working overtime and without reward. | will commit
as long as | believe that I'm making a positive impact.”

It was through Mgwili's persisience that Sanral installed pedestrian
crossings and signage sround 13 primary schools located near the
national road."Leamners were confinually being hit by cars as they
crossed,” she said “Something had 1o be done. | also conducted
road safety talks in schools situated along the R22 main road, |
would sacrifice my time visiting schools in the aftermoon to monitor
whether learners were observing what they were taught "Mgwili said
she continuously sought ways 1o improve her service defivery and
make & more meaningful contribution, | have developed a number of
road safely presentations that | use when | conduct educational
awareness for drivers, laxi owners or educators | sometimes use my
own money to pay for road safety booklets and wvisual charts that |
usg.”

Mowii iz known 1o go oul of her way 1o assist families after
accidents.”l have on a number of occasions faciltated burial
assistance from the Road Accident Fund on behalf of bereaved
families. | have even attended funeral ceremories over weekends
just to request an opportunity to address the community members on
road safety."She said she knew she was making a difference
through feedback from the community,

“The many letters of appreciation clearly indicates that | indeed leave
a mark wherever | pass Receiving letters of appreciation from the
clients really makes me fesl happy and encourages me to do even
better.] am willing fa working beyond what is expected of me and
withoul any financial reward. | sometimes find myself working fram
Ah0D Bl 23h00."
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" Best Public Service Implemented Programme or Project of the Year

Department of Sports and Recreation
Club Development Programme

Sakha Mhlonga's passion for promoting club development
sport is not only producing shining stars and creating
employment, it has reduced crime levels and seen
infrastructure  development in the maostly impoverished
communities in deep rural KZN.

Mhlonga is the Principal Sport Development Officer in the
Department of Sport and Recreation responsible for the Club
Development Programme throughout 11 districts in the
province.

“We fake many programmes to the community,” he said.
“Thera is club development, community and recreational
sport, development and promotion.It's imporant to take
services lhat people need. It's because of the impact the
progamme has made on their lives, that we have that many
programmes.”

The Club Development Programme was introduced in 2008
and implemented successfully in deep rural areas'The
objective was among other things to ensure that communities
benefit from the project to develop and promote talent in the
youth who were active in sport.

We were aware that there were many people in the

community running clubs but had no support to sustain these
clubs.”

SERVICE EXCELLENCE
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Mhlongo works with clubs not affiliated to federations."Each
faderation assists us in terms of identifying and running these
clubs effectively,” he said The program assists in the
development of soccer, netball, volleyball, basketball rugby
and athletics.

“We want to ensure clubs in the community get the
opportunity 1o get developed properly,” he said. “We take
them for training, provide balls and eguipment and assist
them in accessing facilities with municipality or tribal
councils, We also make sure that these clubs get the
opporiunity to be seen by the federations as well.”

Mhlonga said the Batho Pele principles of information and
access were important in keeping people motivated and
playing."When we went in, we didn't just go to the people and
ask them to cooperate, We needed them to understand what
we wanted to do. We only needed those who understood the
pregramme, those whe wanted to assist in development. Not
those who would take the equipment and go.”

He said funding came from national government."The Club
Development Programme has made a huge, snormous
impact in the province. The idea is to ensure clubs at local
level get the opportunity to be developed and assisted by
government. This programme not only helps with developing
clubs but also addresses unemployment,”

Mhlongo said the programme recently employed a number of
people,"Had it not been for this programme, these people
would be without jobs. We have assisted in addressing
employment. People are now permanently employed and
responsible for administration.”

He said the project employed two administration officers,
another who is responsible for club development and
community recreation and a fourth person who is tasked with
the development of school sport in the province.

“As & result of this programme we have seen real
development at local level. So there has been a positive
response. People were just playing informally before and
getting nothing. Now we host local tournaments that take
place at ward level and at district level where local municipal
clubs compete,”
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Mhlonge said tournaments al regional level were halted
because of budgetary constraints. The department spent R20
000 on local tourmaments, R120 000 at district level and
about R300 000 on equipment,

“We have six codes of sport and 10 clubs in each code. So
mare than 100 clubs have already benefitted. We are getiing
value for money. We would not pump in govemment
resources and not monitor it.”

He said the programme tied in with the objectives of Sukuma
Sakhe. "This project promotes social cohesion. The more
you bring people together the more you promote social
cohesion, Here we're talking about people who have never
met before Through this program they get the opportunity to
play together and we bring together sports loving people.”
Mhlongo said he was pleased to make a difference in the
lives of ordinary people.

“I've been doing this for over two decades. We are whare we
are today because of the coniributions | have made to
ensure sport is developed and promoted actively in the
province, I've run this program successfully. So obviously if
you ‘are doing a good job, it's important that it encourages
you to do your best.”

He said there were challenges with resources.“Somelimes

we don't get the suppon that we need to run the program that
we wish, But we always try our level bast.”

SERVICE EXCELLENCE
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" Best Public Service Implemented Programme or Project of the Year

Department of Transport
Construction of Godloza Access Road
Lindinkosi Buthelezi

CONTROL Technician Linda Buthelezi ploughed almost RE-
million into the Mpembeni local community in rural Hiabisa
when he opted to use labour intensive construction during
the building of a 2.5km road in the area. Buthelezi is based at
the Hiuhluwe Cost Centre of the Department of Transport in
the Umkhanyakude Distnct and is tasked with constructing
roads and bridges.“The Control Technician does the planning
of the overall project and the budget allocation,” he said |
also look at implementation and supervising all projects
within the Umkhanyakude District which consists of five
municipalities. | see to it that all technical sections are run
efficiently to defiver on service delivery prionties.”

Buthelezi said Cost Centre Hiuhluwe received an Expanded
Public Works Programme (EPWP) incentive grant of RE-
million to construct the second phase of road from Mayakazi
tc Ophaphasi using the labour intensive method."The
incentive was introduced to alleviate poverty by creating
maore job opportunities in the community. The regravelling of
the road would provide better access to Godloza High and
Mayakazi Primary schools."The new road would link the
towns of Hiabiga Town, Hiuhluwe, Nongoma and Mkhuze,

"By using labour intensive construction in this project I've
created 145 job opportunities. Instead of one contractor
getting the job of RG-miilion, I've divided the money to benefit
145 households,” said Buthelezi,
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The project started in November 2015 and ended in June this
year. Road construction is normally done using 95 parcent
machinery and five percent labour."On this project we used
90 percent labour and 10 percent machine. This is what
makes this project zpecial to Hluhluwe, It ensured that the
local people got jobs instead of using plant hire where one
person gets the job."Buthelezi said this enabled those
working on the project to assist their families and help their
children attend school.“The request for this road came from
the principals because educators could not access the
school when it rained. Also any deliveries done during rainy
days did not reach the schools. After construction, access is
no longer a problem. The principals say learmers now also
armive on time."Buthelezi said he employed mainly people
with disabilities, women and the youth.*This project has
improved service delivery in the area. Mot only did the
community receive a road, but they also benefitted from jobs
and because of the drought during construction, we got a
borehole in place to source water, The community is now
going to get water all the time as a result of this project."The
project has also saved the department money.

“The rate for the plant hire is a lot more expensive than
labour.” said Buthelezi. "Even though labour construction
takes longer, it's worthwhile,"He said although EPWP was a
national initiative, implementation was generally a problem.
“It needs & lot of planning and the execution needs even
more planning and details, Before we started the project, we
consulted with stakeholders. We mel with the community
every month and gave them an update with regards to the
money being spent.”

He said community concerns and problems were addressed.

“This project served the community and nothing was hidden
from them. The project has had a major impact on their lives.
They got the road, they got work and also got trained to
work. This will enable them to find employment elsewhere
with the skills and a certificate from this project.”

Buthelezi said this project allowed him to go beyond just
building roads.”| like the impact this project has made. It's
where you gauge whether you're successful. | was able to
give the community what they wanted."He said he was
particularly touched by one disabled resident
“There was this guy with a disability working on the project,
He was in his mid-30s. He told me that this was the first time
in his life that he actually had a job. He could never find work
before because of his disability.”
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Best Public Service Implemented Programme or Project of the Year

Department of Health
Uthukela District

Improving Access to School Health Service

=i

DIAGNOSING and treating ailments and sicknesses at
school level is a key priority for Primary Health Care
Manager Lindiwe Punguia Mene and her team. MNene |s
responsible for supervising the School's Health Team that
began operating in Ladysmith in 2012."We are responsibie
for screening learners al an early age and thereflore will be
able to identify diseases or challenges,” she said. *In this
way we can [reat their problem early and save the
department money of treating that ailment in the long term.”
Nene's team serves 118 496 people, mostly in deep rural
uThukela District of KwaZulu-Natal.

“When we started there was one school in the most deprived
ward, Ward 10, that could not access our services because
our staff had to cross the Tugela River to get to them. My
team would have to park on main road, sometimes cross the
overflowing river and travel another seven kilomelres to the
school."With Nene's intervention and after consultation with
Operation Sukuma Sakhe within the Local and District Task
Teams and other stakeholders, a bridge was constructed in
2013."This made it easler for us to access the school, There
were other challenges al the schoaol like teenage pregnancies
because girls had to cross around bushes and risked being
raped. Initially the rape cases were not reported to the
SAPS." Now, Nene said, police are clamping down on rape
offences and raiding the school for dagga because
substance abuse was another serious problem at the school,
“It makes me want to go even further and work harder when |
see the impacl of my job.Batho Pele principles serve as a
guideline when wa rander our sarvices.

SERVICE EXCELLENCE
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It shapes our behaviour around how we behave and
react."Mene said after the project was implemented, learners
wera able 10 access their services and receive treatment,
ensuring value for money.“This not only cul costs but
identified diseases thal can cripple leamers, We have
provided some leamers with hearing aids. Some were seen
by the school's team and were referred to other depariments,
Other learners were referred to physiotherapists and some to
home alffairs to access grants."Most people here are
unemployed and rely on farming off the land to live

“We are improving access to our services,” said Nene. "We
are courteous when we give them information. We go to
learmers and the educators. We are courteous to all our
clients."Nene knew she was making a difference through
feedback from the other departments."We refer some
learners to hospitals for further treatment. If parents are not
able to attend to a referral hospital 60kms away, we take the
leamers to the hospital ourselves."Nene said her team
helped in promoting health and preventing diseases.

“We are also empowering the community at ward level, We
empower leamers and educators alike. Sometimes
educators are nol as clear about the subjects. Our nurses
are able lo assist the educators too."Nene now has a medical
team that includes a speech lherapist, dentists, a doctor,
primary health care nurses, ophthalmic nurses and an
optometrist that roves between schools."The most common
challenge is that the schools do not have consultation rooms
fo render services to the learners."The project received a
huge boost when Eskom donated a R14.5-milion bus."This
bus spends six months in the Free State and next six months
within the uThukela District.In this bus we have ophthalmic
services, an optometrist, a dentist, psychologist, a primary
health care nurse, a speech therapist and physiotherapists.

Mr CJ Mphana, and Educator and HOD of Eludimbi Primary
School with 168 leamers said he was grateful for Nene's
efforts."There was a huge problem with regards to access to
our school in 2012, This team went the extra mile to make it
possible "Mphana said the Nene's intervention and the
defivery of services al his school has had a great impact on
learners and educators."After the construction of the bridge
there was a decline in disruptions to school activities. The
learning and teaching improved. The intervention by the
Department of Health has been very positive,” he added.
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Beast Public Service Implemented Programme or Project of the Year

Skills Training Project for mental Health Care Users

COMMEMDATION

MAKING Mental Health Care Users self-reliant was the aim
behind the skills training project when it was implemented at
the Ladysmith Regional Hospital.

Initiated by the Occupational Therapy Department in 2014,
the focus was to get patients to l=am skills like crochet,
sewing, baking and other crafts that could be taken back to
their communities and used as leisure achvities or fo
generate income, said Evette Cilliers.

“We want to stop discrimination against mental health
because people with mental iliness are offen stigmatized,
That's what we are trying to change because, given a
chance, individual can make a contribution if given the
chance,”

She said the ideal situation would be to have the Mental
Health Care Users welcomed back into their communities.
“We hope it gives them a feeling that they have something fo
confribute and ultimately assist them on their path to
recovery.”

The initiative won the Best Quality Project for Innovative
Services in the Emnambithi District in 2015.

“Our project is special because we don't give our patients
moaney or things. We give them a tool for their box that they
can go out and catch their own fish one day.”

Maost patients receive a social grant and have limited skills to
provide in their community.

SERVICE EXCELLENCE
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Ladysmith Regional Hospital

“Thay don’t have money and there's lots of scrap around us.
I've leamt & lot about making plastic into fantastic. It has
helped us to look al things like empty toilet rolls differently
and trying to see thal potential.”

Cilliers said Mental Health Care Users are often isclated and
did not interact within their social community,

‘Reintegration into the open labour markel is also often
difficult and met with a stigma,” she said. “Unemployment
may be disempowering to them and may perpetuale their
liness.”

She said the lack of resources may also cause them to fall
back into their previous dysfunctional habits.

Patients learn to rely on community support like disability
grants and community members to care for them. They may
take little responsibility for their health and their dependents,
she said,

“This project enables them to be functional and acquiring
skills has had a good impact on them.

They've been very grateful that they have that feeling of
support."Cilliers said patients have gone out fealing better
about themsalves.
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Group meetings are held once a month at the hospital to
coincide with their consults in the psychiatry department
“Initially the group materials were sponsored in 2014 and
thereafter the money raised from sales of the products was
used to buy materials. We didn't get any government funding
to start this project.”

Raw materials will now be ordered from the Department of
Health to ensure sustainability,"There are 10 to 15 gids and
women currently in the group. We obviously wanl to make it
more. We would like to include male patients and add
activities like woodwork.”

She also aims to share more basic concepts like budgeting,
time management, stress management and conflict
handling.”

Cilliers hopes this interaction and bonding would lead to the
group being more open about their problems.

“¥ou don't have to bare your soul if you're in the group. But
we would like to hear them talk more about problems they're
having.”

She said hospital staff and visitors alike were impressed with
the group's products at last years fundraiser, The
potholders, placemats, sleeping socks and Chrisimas
decorative balls helped make R1 370 in profit. This money
was used lo buy more cotlon twine and crochet hooks for the
group.”l would want to win gold for them for every effort that
they put in. We've been innovalive in this project. It's an
amazing feeling to know you actually have the privilege of
helping somecne else understand their own self-worth. It's a
basic nesd for everyone lo be accepted and we're making
that difference in our group.”

BEST PRACTICE REPORT 2015/ 2016

Cilliers sald a major shoricoming was the access to the
project as most clients lived in rural areas "Our department
gets feadback from patients, psychologists and nurses. We
always go the extra mile, It's something you have to have in
you."| try to be the best Occupational Therapist | can be
That's whal God made 1o be."She said she and colleagues
sometimes gave palienls transport money. "We've given
thern crochet needles. We support them and buy whatever
they sell like sweels or so if they are vendors.”

CERTIFICATE

COMMENDATION
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Best Public Servant of the Year

Hlathi-Dam Clinic
Nonhlahnla Zungu

Professional Nurse and Operational Manager of Hlathi-Dam
Clinic Nonhlahnla Zungu goes to work every day prepared to
make a difference in the lives of people she sarve. It's litlle
wonder that the clinic has won a string of awards for baing
the Best |deal Clinic, Best Condom Distribution Clinic, Best
Clinic on National Core Standards, won Umazinyathi District
Health Service Excellence Awards 2016, Achieved Platinum
for Best Ideal Clinic and walked off as the Best Clinic on
Mational Core Standards- GCentral Chronic Medication.
“Whatever | do, my work comes to mind,” she says. “Each
and every day | know what | have to achieve for thal
day."Based in the deep rural area between Nguthu and
Dundee, the clinic provides the primary health care package
to 15 995 residents.

“We treal minor ailments, minor flus and attend to antenatal
care clinics,” she says. “We also offer maternal and post-
natal care, deliveries, family planning and chronic allments.”
The clinic also issues hirth certificates for babies born here,
Zungu has overcome the lack of resources to ensure service
delivery."| never use resource conslraints as an excuse for
poor service delivery,” she says. °| have the ability to work
with minimal resources. Despite the fact that we are
experiencing financial constraints, | use whal | have and
improvise when necessary.”Under her leadership, the clinic
has extended its weekend hours (o enable employed clients
access to health services.

SERVICE EXCELLENCE

BEST PRACTICE REPORT 2015/ 20186

A private general practitioner visits the facility twice a week
for two hours. The clinic opens daily from 6:45am to Bpm.
“We only close our doors if there are no other clients. Al
other institutions, security will stop you from going in at a
particular time. We will wait until the last client is done. This
relates 1o our accessibllity.”Zungu has also encouraged
Outreach Teams to visit Hlathi-Dam on monthly basis. A
physiotherapist, occupational therapist, dentist, audiologist,
dietician and optometrist currently service the clinic. She
infroduced Central Chronic Medication Dispensing and
Distribution (CCMDD) for all stable chronic clients who can
easily access two months' supply at four pick-up points
across the area. She made Hiathi-Dam Clinic a youth friendly
facility when she introduced a suggestion box specifically to
allow the youth to make suggestions, complain or
compliment har service.

“| make sure that suggestion boxes are opened monthly. We

receive more compliments than complaints. | established a
Clinic Complaints Committee to discuss complaints and
redress where necessary."

Zungu says clinic staff also regularly attends war rooms.
“This is one way of also monitoring our service because all
stakeholders are present. We have a suggesfion box to
monitor client feedback.

“I know I'm doing & good job because of the compliments.”
The clinic s regulardy complimented on the local radio
station” Zungu says she is happy when she sees the
difference she makes.

“In the eyes of the Lord, he can see what |'m doing. I'm
accountable fo him. If staff is addressing clients, they say
‘our clinic’. They need to own it. They also need to tell us
whal they want."Hlathi-Dam Clinic employs local people on a
rotational basis as security every three months,

‘My altitude is always positive. | live here so | am their
neighbour. People won't burn this dinic because they know
that if they burn it, they will have to travel a further 30kms.
Zungu says despite having medial aid, she also gets treated
at her clinic."Batho Pele has made us accountable to our
people. We consult with clients and ensure they are getting
value for money. They don't have to travel out far.”

She says even the telephone is used sparingly.

*Our PRO conducts training on customer care. We address
people appropriately not by their condition.”
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Best Public Servant of the Year

SILVER AWARD
SERVICT EXCELLENCE

Inspiring employees (o work independently towards
achieving a common goal of creating a befter clinic and
speeding up waiting times has paid dividends for Nonhlanhla
Mawela, Mawela has been in the public service for 24 years
and joined Mkhonjane Clinic as an Operational Manager in
2013. The Mkhonjane Clinic services more than 7 500
people in deep rural community of Nquthu and treats around
1 500 patients every month.”| have a clear vision of where
this clinic should be in the years to come,” sha says. *| plan
sirategies at the beginning of every year. | oversee the
management and supervision of the dlinic.” The clinic treats
mainly HIV, TB, hypertension diseases and malnutrition.

“We also offer chronic medication and conduct campaians for
TB, HIV and malnutrtion mostly,” she says. We also do
immunization for children under five,”

Mawela efforts have decreased waiting times at the clinic.
“Serving the community is my passion, “she says. “This clinic
Is likemy lastbomn child. I'm always thinking of how | can best
serve my community. | take the clients as my relatives. If it
were my mother coming here, | would also want the best
treatment for her." Mawela sometimes use her own monies
lo purchase items for the clinic when there are no funds
available,"I'm always thinking how best to change the clinic
We always think how best to serve the clients. We always
focus on important things like waiting periods.”

The clinic has won the Best Condom Distribution Clinic, Best
Clinic for Antenatal Care before 20weeks and Best Clinic in
the MNational Core Standards. In the Umzinyathi Health
District Excellence Awards the clinic won Best Manager and
Leader of the Year, Best Clinic in Decreasing Malnutrition
and received Gaold Status for the ldeal Clinic in Operation
Phakisa.
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Operations Manager Mkhonjane Clinic
Nonhlanhla Mawela

Mawela comes in at 6am and treats patients despite the
clinics officially opening at 7am.l always attend lo patients
who are here even before the clinic opens. This also limits
waiting times."She says government's initiative to adopt the
gppointment system was in line with the Batho Pele
principles."We've really tried to bring the services of a private
clinic into this rural community. We treat dients holistically.”
The clinic has set up a commitiee to specifically address
suggestions and complaints.

“Redress is very important,” she says, “If the patient is not
happy with the service and we don't offer a channel for them
to complain, like the survey box, then they will air their views
somewhere else. Clients who cannot write are aware that
they can speak to the manager or any staff member, Most of
the time we consull and the patients are happy with our
sarvice.”

Mawela says cleanliness and aesthetics were also priorities.
“I bought flowers and planted them so when clients come in,
it has a homely feel, | have now new curtains and not
blinds."She says clients are also consulted in individual
rooms o ensure their privacy. The clinic works closely with
the local war room and Community Care Givers. “These are
our links within the community. They identify problems and
bring them to the war rooms. We also work closely with the
war room councillor who champions the war room.”

Mawela's intervention has resulted in the roads being
repaired due o several ambulances having punctures,

“¥ou have o be people's person in this job and it is therefore
impaortant that you understand them. It becomes esasy for me
as | know that my patients are stakeholders in all of this.™
She takes pride in having the power 1o make changes in the
community

| can link with people who can reclify things around the
community. | feel happy because I'm making a difference.
The more you work and see the resulls, the more you are
encouraged to do better. | go o town and check what | can
buy for clinic. | dont wait for the district office to tell me."
Mawela has assigned staff responsibiliies for individual
programmes.

| also give support to my employees. | encourage them 1o
treat patients like cousins. | always say lel's deal with him

quickly and send them home. | give credit where it is due and
we elect employee's of the month.”
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Best Public Servant of the Year

” Department of Health - Grey’s Hospital

BRONZE AWARD
LAY FLLENCE

TREATING all patients in her care as immediate family
members is what makes Jenny Stewart special,

“It's always been my philosophy that | can never do what | do
without me putling my family into that bed,” she says. "Every
single patient that | nurse s either my father, maother, brother,
sister child or spouse that is lying in that bed. That is how |
would expect lo be kepl informed as (o the condition of my
loved one.”

Stewart is the Operational Manager of Grey's Hospital 1CU.
The hospital offers regional services to the Umgungundiovu
District which has a population of a million. The hospital is
presently utilizing 507 of its 530 commissioned beds, “| think
whal makes whal | do so special is my ability to be able fo
give a little of me to every single patient that | come into
contact with,” says Stewart. *I'd like to think that | have a big
heart and that | would give everything that | have to the
patients that | come into contact with,” She says it was very
important to uphold each and every one of the Batho Pele
principles,

*Each and every one of our patients need to be kept
informed,” says Stewart. “They need to be consulted with on
a daily basis as with all of their relatives. We hold daily
meetings with all of them to kesp them informed so we
ourselves know that we are absolulely transparent in
everything that we do."Stewart sits on the ethical committes,
"We have quarerly ethical repot backs and ethical
dilemmas. The public can aftend these meetings. We also
have a yearly Quality Day which is open up to the public.”
Here the public can learn more about the hospital and about
the services they provide to patients.
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Jenny Stewart

“They can also see recognition awarded lo all those in the
hospital setting."She says consuitation and information were
most importanLlt's so imporant for a family to be kepl
informed as to what s happening to their loved one in the
unit. And | hope that is what we poriray in our unit to
everybody coming through us."Stewart says she believes
that she has lived up to the Batho Pele principles by being
gpen and transparent in everything she does, from her
interaction with colleagues to that with the general public.
Stewart was awarded the Nursing Excellence Award at her
hospital,

“I think you know you are doing a good job when the people
that you come into contact with reiterate that they are happy
with the service that you are delivering to either staff or
relatives. |t makes your heart so glad that you are just a very
small part of a big team that has improved the patient's
condition."She says she gives value to everything she does.
“We have daily meetings and monthly meetings that are
minuted. I'd like to think that we all in the unit give 200
percent of ourselves,"Stewart says she arrives on duty early
to ensure that everything else was done before the day
started. “When the day starts, | want to be available for
patient cara,” she says. She says her humility has made her
a good leader. °| like to thing that I'm a role mode! by
example. | don't expect my staff to do what I'm not prepared
o do myself.”

Slewart supplies every patient that comes through the unit
with loothpasie and a toothbrush. She has also introduced a
shift leader form to enhance patient care.“This involves the
shift leader on duty doing two houry checks on each and
every patient in the unit. In these small ways, we have been
able to see a very big difference in the providing of care and
the decrease in negative incidences in the unit.”Stewart says
she has inspired staff by making herself available for them to
talk to at anytime®| work with my staff as panl of them
producing good patient care. | very often come over the
weekends. When they are shon staffed | would stay on and
assist. | never leave duty on time without knowing that my
stalf on duty are being taken care of "She says her honesty,
integrity and hard work has made her excel al her job "l love
what | do. | find such comfort in being able to provide what |
do for every single patient.”
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Dundee Hospital
Elizabeth Judy Sayed

/ -]
Mursing Sister and Case Manager al Dundee Hospital Judy
Sayed has eamed a string of awards and accolades with
some calling her “a real angel” who always put her patients
first, Sayed started as a nursing assistant at Dundee Hospital
and gradually rose through the ranks from 1994

“When this post of Case Manager was advertised | knew
very little about it," she said. *| incorporated the private sector
into the public sector with no formal training as a Case
Manager. But with the skills and determination and loyaity to
the institution, |'ve made it a success."Case Managers are
registered nurses who have posigraduate diplomas in a
clinical field and are registersd with the South African
MNursing Council.*Most people do not understand the role and
the function of a Case Manager in the public seclor as it
evolved from the privale seclor,” said Sayed."We provide an
array of services to assist individuals and families cope with
complicated health or medical situations in the most effective
ways possible.

"We work on behall of patients to ensure that they receive
the beslt quality healthcare.” Sayed won the State Hospital
Case Manager of the Year in 2014. She curently serves
about 100 patients in her ward and about 800 including Road
Accident Fund patients, prisoners, day cases, dental,
orthopaedic, theatre and paediatric dients every month.
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“If you love people and want the best for them, there's
nothing hard about the job,” she said. *I'm just determined
and | love people and my country. I'm a servant who s
serving my people. We are here not to be served, but to
serve.” Sayed goes the extra mile and is available after
hours. “| collaborate processes that assesses, plans and
implements options. | facilitate, coordinate, monitor and
evaluate services to meel an Individual’s health needs,” she
said. “This is achieved through communication and the use
of available resources to promote guality and cost effective
putcomes. We should not do for people what they can do for
themselves."She said it was importart to enable patients to
use their strengths and resources (o overcome their
challenges."lt is a shared partnership between the patient
and a Case Manager. They share the responsibility for
producing change. Patients should be aclively involved in all
phases of the process including assessment, planning,
problem solving and finding resources.”

Sayed said patients were also responsible for the outcome.
"We are responsible for the process but ultimately patients
are responsible for making change happen. We cannot force
change bul we can encourage change to happen. It's not
only about revenue generation, it's aboul teaching clients
how to take care of themselves "Anne Roos of the National
Department of Health said of Sayed."To win this award
needs dedication, hard work and good case managemeant
processes. Even with limited resources you managed to
succeed and that is commendable."Dr Thulani Xaba said
Sayed was a dedicated employee who believes in Batho
Pele Principles.

"She Is a trustworthy person always in a position to help
anyane in need. She is an initialor and assel to the
Department of Health as well as the community. As a
Coaching Company we have been working with her to assist
those who need help® Xaba said Sayed has contributed in
making life easy for the needy in order lo live a healthy life
slyle. He recommended that she be given more platforms to
perform her duties."She won hersell awards for the excellent
work she has been doing which makes me realize that Judy
is a Godsand, someone to help the community and sel a
trend to other employeas. "Patient Shadene Williams said her
son was born."While doctors and nurses were trealing him,
Sayed was a real ange! who look care of me."Sayed said she
has over the years strived for the best’l give off my best
work no matter what the circumstances are. God in his time
will reward you,”
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Best Provincial HOD

Department of Human Settlements
Ms Greta Apelgren-Narkedien

GRETA Apelgren-Markedien is responsible for KwaZulu-Natal
building more houses than any other province in the country.
Apelgran-Markedien was appointed Head of Department for Human
Settlemants in the province three yearsago having previously served
as Deputy Director-General of National Fisheries Management in the
Departmeant of Agriculture Forestry and Fisheries in Cape Town. She
had earlier sesved as Head ol Depariment for Cooperative
Governance, Human Setiements and Traditional Affaire in the
MNorthern Cape and Head of Social Services in the MNorthern
Cape.“Last year we had R308-milion and we built 3 000 extra
houses,” she said, “We bullt the mast houses in the country at lower
prices,"Apelgren-Narkedien oversess a R3-billion budget with close
on 900 staff, "My vision is to build as many houses as possible every
yvear. And every year we exceed the targets that we set, bul you will
still see people living in terrible conditions."According to Stats SA,
there are 742 000 people whio nesd houses in KZN,“According to our
own stats, i's about a million people, and thal's a conservative
assessment,” sha sad. “You can'l solve a big problem like that if the
department is not strong enough. We're not just locking at the poor
people, but also those in the middie income gap.”

Apalgren-Narkedien said when she look over in May 2013 there
were many vacant posts “Thera were not enough people o do the
job," she said. “We transformed service delivery by employing a lot
of young professionals. We took on young energetic paople who
were engineers, town planners and people who knew HR and how to
recruit and train people.”"She said improving the depariment with
resources fast-tracked senvice delivery"When you bring in the
resources then pecple go oul there and they help other people
Instead of waiting five years for the project to finish, they now only
wait two years  Apelgren-Narkedien said completing tesks in a
shorter period time was what motivates her department
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‘It's what we have achieved in this department. It's about doing the
right thing and doing it on tima. Every year wa've built more than our
targel "She said it was important to consull with communities that
were sarmarked for housing developments, *|l takes us aboul 18
months to plan with them. We also conduct many housing consumer
sducation drives "She said despite housing projects being planned
three to five years in advance, there was still a backlog “But we
don't ever lef money go back to national treasury. Since | came here,
money has never gone back. In fact, we apply for exira money for
more housing. So far we have gol R500-million extra "Apelgren-
Narkedien said gealting value for money has made her unpopular with
service providers

“Residents are definitaly getting value for money. | make sure we get
value for maney because contractors try ta rip us off afl the tima We
make sure that they don’t make huge profits. We make sure people
still get beautiful houses. "She said service delivery proteats should
be a wake up call for poor performing municipalities.*Some
miunicipalities are slow in service delivery, We rely an tham fo tell us
pecple’'s needs in terms of their Integrated Development Plans.
These protests are thereflore good In 2 way because we hear
residants. But they don't have to damage roads. Jusl make a fira,
you have our attention. She said most houses were now being built
with plaster"We are now building houses according o new
specifications. Most houses are bulli now with plaster on both the
inside and outside, ifs called energy saving."Apeigren-Narkedien
said having been an HOD for three departmenis, she knew how
dangerous it was not o organize projects and expenditure.

“You have to monitor it every month and every quarter. We are
building houses in every municipality so we have o manitor these
projects on 8 weekly basis. it's important to know how much we are
spending Are we overspending of under spending? We have lo look
into it."Apelgren-Markedien said her system of weekly monitoring of
all projects has helped tremendously."We can answer any question
at any point in tfime. We do have a strong monitoring evaluation uni,
and its run mostly by women. They go oul and verify, check if the
work is completed and of good quality.” She said the problem of
under spending in KZN, as happened in 2011, has not been
repeated during her tenure."You have to have very tight controd. You
should nat think twice about calling & Municipal Manager,”Apalgren-
Narkedien said she motivated staff through her menthly and
quarterly publications “We also show stafil pholographs and articles
of the way communities benefit from their work. Your staff sitling in
HR can see the difference she made by employing that particular
person on a project.”

Apelgren-Markedien said her wision is reinforced through Operation
Sukuma Sakhe and the Batho Pele principles.”l think consultation is
important. | have to be sure that as HOD, different levels of siaff
understand what we are doing and why were are doing things. They
also need fo know for how long we are going do things in a particular
way."She said her finance depariment was well crganized and won
awards for the best provincial financial records and annual financial
statements.
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Best Provincial HOD

Department of Sports and Recreation
Ms Rohini Naidoo

HEAD of Department for Sport and Recreation Rohini MNaidoo will
realise her vision to produce intermational athletes in August this year
when10 athletes from KwaZulu-Natal participate in the Rio 2016
Olymplc Games.

Naidoo has implemented a string of innovative changes since her
appaintmant and rescued her department from adminisiration two
years ago My biggest prioity i lo follow all administrative
requirements and the respect for law,” she said. “When | came in,
there was fraud and comuption and iregular spending of RBJ-million.
I've brought thatl under control, \We had Fregular spending last yvear
of R47T0 000 only because we were billed for participant's hotel
accommadation in the new financial year.”

She said project proposals were scrutinized with a fine footh comb
by the management companent, the sports coordination unit and the
Chief Direclor"We are weary of the facl thal for evarything we
procure, and because of our limited budget, we have to stretch our
rand io ensure more of the publlc can enjoy participation or access
to sport. We therefore need to make sure we are getting the best
prices in whatever we do,"Naidoo said the department’s sirategy was
bated on the National Sport and Recreation Plan thal was
developed in 2012

“We attempt to reach every person in every possible way,” she said.
“We will attempl to interact with people o gel them invalved in aur
programmes through any medium possible. i's how we support the
community-based activities. We wani to make sure everyone has
access to sporl imespective whether you're in a rural area or city.”
Naidoo and her officials regularly meet with the provincial sports
federations.

SERVICE EXCELLENCE
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“‘Our department is a department that breathes winning and lives
winning. If you go in to all our federations, you will see the evidence
of winning, We are four limes winners of the Indigenous Games.

“Our greatest win this year is that this province now has 10 athletes
from different codes of sport that have made the Rio 2016 Olympic
Team.We've also won the bid to host the Commonwealih Games
2022, That will definitely place Durban, Kwalulu-Natal and Sauth
Africa on the international sporting arena.”

She said the opportunities for exposure and growth on this platform
would be iImmense."Our athletes are now In fraining because thena is
an aspiration to be selected to participate in a sporting even of this
magnitude.”

Maidoo's: department has partnered with the High Performance
Training Facility lo provide scientific support for athletes*The
federations will identify those athletes in the province who have the
potential to become national and international athletes.

There is a commitiee that sits with clear criteria. This is the third year
and we now have 122 athletes in this elite programme. "The athistes
receive nutriional, medical, psychological and physical support.

“We ars really intense in human resources. We Iry to support sport
and recreation in all communities We have a presence in every
grea. We are in school sport, community besed sport. high
performance sport, seniors and early childhood development”
MNaidoo sald the objective was (o hava programs that averyona in this
province had access to,

“‘We are working to bring people togather in sport. We want everyone
to enjoy & bit of it Even if you watching it on television or al your
child's sports day."She praised her staff's commitment in working
long hours and over weekends. "My staff work seven days a wesk yet
they can only claim a minimal amount of hours for overtime, They do
it because they're passionate aboul their work. | actually get
feedback from stakeholders about the wondedul work my siaff
members are doing.”

Naidoo said her department lived up to the principles of Batho Pele.
“We dont live up to it to tick boxes. We are making a difference in
the community,"Maidoo lasl year won Silver in the Best HOD
category in the Sarvice Excallence Awards.

‘As a Head of Depariment you don'l want io take an more than you
can. But my senlor managers are commitied fo this. Just to
pariicipate and be recognized for the work we doing is satisfying.”
Maidoo said her stafl was motivated by her lateral and consultsfive
leadership siyle.
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Best Public Service Leader

Acting CEO McCord Provincial Eye Hospital
Dr Jay Mannie

DR Jay Mannie has taken his passion for patient care at
McCord Provincial Eye Hospital to ancther level, It's not
uncommaon o see the specialist Anaesthetist and Acting Ceo
doing his rounds through the hospital wards with guitar in
hand and belting out the Batho Pele principles fo the tune of
The Lion Sleeps Tonight.

The 107-year-gld former missionary hospital was taken over
by government and turmed info a specialist eye centre after
being on the brink of collapse two years ago. The hospital is a
referral hospital servicing the entire KwaZulu-Natal with 300
full time staff and B0 beds. The majority of the treatment is
day-care work and the outpatient depariment attends to
about 10 000 patients a manth.

“My job is to ensure the smooth running of this institution,”
said Mannie, who has been at the hospital for 30 years. "I'm
passionate about patient care and the Batho Pele principles.
It's not only about reciting the principles, it's about application
of those principles."He said the hospital has undergone a
major change from its former semi-private model to a public
institution.
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“The emphasis with a semi-private hospital is more profit
making as opposed to a government model where you have
to work within a budget. We have to provide a reasonable
service with a limited budget and limited resources."The
hospital’s outpatient unit is now is now seeing five times
more patients than it did before.”The hospital started
providing eye services from April 2015 and there was no
history of patient statistics for the previous years making it a
very difficult task to manage expenditure without
compromising service delivery,” said Mannie. “Although there
were many challenges, the budget given o us was used
responsibly and we have not exceeded it. Overall we broke
even."Mannie said with a limited budget, he improved on the
stats from St Aidans and Addington hospitals.

“Using the same staff that was brought in, we turmed it into a
cost saving exercise. We worked smarter and we used the
same number of doctors to work longer hours and see more
patients. We basically used the same budget and stretched
our human resources."He said with team effort, the hospital
used limited resources, limited funding and an existing
infrastructure and turned it into a gain.He said cost culting
measures put in place also saved the hospital R492 000
annually,

“This included reduction of overheads for patient meals,
staffing for patient meals and changing of meal plans.
Leasing of photocopying machines and donation of medical
gases also contributed to this saving.” Mannie said although
government employees in most institutions were familiar with
the Batho Pele way of life, they were not equipped in
applying the principles."Can | make someone elze happy if
I'm rol happy myself.” he asked, “If you're a happy person
the principles are easy. Il you are miserable, can you be
courteous to others. No, you will make others miserable
too.”

He said many of the Batho Pele principles dovetailed each
other and could be grouped together because they cover a
wide spectrum of different aspects, nol only of health."For 10
years |'ve been walking around the hospital and singing this
song. | go to other organizations and | also lecture on these
principles, To practice it, you yourself must be equipped,”
sald Mannie,
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°l believe in being an example. | can't walk around the
hospital not gresting, not smiling and not knowing peoples
names having been here 30 years "Redress, he said, was
one of the big principles."You need to take seriously what the
patient is complaining about. Our PRO's duty is to listen to
patient concerns, compliments and complaints and address it
in a specified period."The hospital received about 99%
compliments through patient surveys. Mannia said the basic
shortcoming in public service was attitude.

“Most people complain about staff attitude when thay goto a
hospital or any other public institule. You always hear about
staff not greeting.”

He said staff attitude was part of the six prionities of health.

°I can teach you how to operate but | cannot teach you how
o love. People have stopped practising these principles. It
just became something they had to know. My staff still
smile still greet and still love our patients."This attitude, he
said, has helped tremendously in addressing patient care.|t
has to be combined with dealing with the staff member
themselves. They have to change from within.”

Mannie's desire is to have the hospital used as a role model,
“I'm an optimist. When | initially met other leaders in my first
year they said don't worry, you won't be very positive for very
long. But it takes a lot to get me down, For me there's always
a solution. If you are not positive as a leader, what's going to
happen 1o your staff."Mannie does his rounds aimost twice a
day, making sure everything runs smoothly.

‘| make sure | greel staff and ensure they are fine |
encourage them and thank them. It's also aboul caring for
them."He also makes it his duty to find out about their
families, attend staff funerals, parties and weddings.

“In this way you become par of staff. This business of your
staff is here, and management is there, is foreign to
me."Mannie said this relationship has reaped benefits for the
hospital "Wa play together, we cry together but we also work
together. When there’s work to do, there must be no
nonsense."He said staff always went the extra mile and put
patients first."Let's assume iU's lea time. Nurses can eilher
leave the patient whose been sitting there for five hours and
say, it's my break. Or they can say Batho Pele principles. My
patien! comes first. | will loock afier this patient first and then
go for tea. That's whal my staff does.”

SERVICE EXCELLENCE
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He said staff often went beyond the call of duty and worked
after 4pm if there was work to be done*The Batho Pele
principles have impacted on service delivery in that our staff
have placed patients ‘needs before their own. My team and
the union members know |I'm ruthless about attitude. We
maonitor thal. It's useless praying if you can'l look after
people.”

Mannie also has union leaders on his management
team. That's totally unheard of,” he said. “I'm trying it and it's
working. I'm here to look after staff. If I'm paid to ook after
staff, why must | go fighting with the unions who are also
there to look after the same staff without being paid for their
services.”

He =aid this strategy also lent itself openness and
transparency.“Union leaders are able to pass on minutes to
their members. We have staff meetings once in two months
where budgets are discussed.”

Mannie said patients were charged only R20, ensuring they
gol great value for money."l've got a passion lo ensure that
patients get the best possible care. That's what makes me a
good manager. |'ve dedicaled my life to serving pecple and
God. | live down the road and I'm on call 24 hours a
day."Mannie visits the hospital at night to check on staff and
patients.

*l also make sure security guards are awake and on duty, |
pray with staff and work with them. God wanted to give sight
to people and that's what staff hera at McCord Provinclal Eye
Hospital Is responsible for. Without my team, I'm gong
nowhere slowly."Mannie said he Ig always reminded of a
message that one of his staff members, Mr Schwenn,
recelved from a patient on his phane which read: *| opened
two gifts this morning, they were my eyes.”
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Best Public Service Leader

Department Agriculture & Rural Development
Ms Thulisile Mathenjwa

PLANNING projects al the beginning of each year and
coaching staff o accepl added responsibility has yielded
dividends for Thulisile Mathenjwa."As a leader | coach and
mentor my 22 staff members,” she said. “I'm just passionate
about people- that's what drives me. Whether it's my staff or
the farmers | service, | always want to see people succeed
and improve."Mathenjwa is the Local Manager at the
uMnlabuyalingana offices of the Department of Agriculture
and Rural Development near Kosi Bay .Her unit focuses
mainly on plant production, animal production and agri
processing.

“Our strategy i in line with the four pillars of Land Reform,
River Valley, Communal Estate and Commercialisation,” said
Mathenjwa. “Our job is to create an operational plan in ling
with that of the national department.”

She said the objective was to provide support to agriculiural
practises, improve food secunty, protect natural resources
and create job opportunities, Fammers are consulted regularty
at organised meelings and at their centre, she said.

E EXCELLENCE
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“We treat farmers with courtesy and respect. If a farmer is
disabled, we need lo make sure there are ramps and toilets
for them. We make sure everyone is accommodated.”
Mathenjwa said she also conducted surveys to rate her
service, “During our consultation we have guestionnaires
where people are able to rate our service, That's how we
score ourselves.” Mathenjwa and her staff also attend war
rooms in keeping with Operation Sukuma Sakhe."l mysell am
a member of the Local Task Team (LTT) and | present these
programs. We conduct interventions as and when if's
required.”

She recently intervened on behalf of farmers during the
MEC's visit and was able lo secure a 1000 hectare fencing.
“Mare than 300 people will benefit if that area is fenced. It will
mean that they will not have problems in future with cattle
strayingonto their land and destroying their food.”

Mathenjwa said she identified most with the Batho Pele
principle of access of information and consultation. "By
consulting will all siakeholders, information gets to the
pecple. | do it becausa | believe in putting people first. We
need to service them accordingly and earm our money.”

Mathenjwa has designed a document for staff with all 14
principles to ensure that Batho Pele was being practised.

“At the end of the day | have to evaluate my staff. | have to
make sure that when they perform their duties they inform
farmers an what 1o expect from our services.

“‘My document serves as an evaluation form. Every month
officials must have that form and explain what they have
done according to each principle.”

Mathenjwa's commitment has seen her win Gold for the Best
Public Service Leader of the Year in her Depariment this
year."If | see someone’s life has changed, it has a big impact
on me. That's what wa're here for, to change the lives of our
people.

"This shows that we are rendefing services and excesding
our annual performance plan.if | look at the strategy, we
have achieved all our targets. She said the R30-million
Marula Project was a big boost for the uMkhanyakude
District
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"This new factory will have a greal impacl. It is a big factory
and will create 980 casual jobs for those collecting fruits and
25 permanent jobs. It's a big project and will produce marula
gin and oil for making cosmetics"She said the
Ukhuthulwengono Poultry Project has also created 12
permanent jobs for the local community.

“This project received 3 000 chicks. From that they got 1 000
chicks and made a profit of R35 000. Everyone involved in
that project got a R2000 salary."Mathenjwa sald the
Senzokuhle Co-op also received 200 hecltares o plant
ground nuts."Cur depariment handed over three tractors and
employedthree permanent drivers in this project. It shows
that jobs are being created.

It means |'ve axceed what was expected of me."She said
because the soil was suitable for ground nuts, anather six
projects have been approved by the provincial department
and will also be receiving traciors and drivers."I'm able to
succeed because at the beginning of the year | plan what I'm
going to do.l see to it that | coach my staff and mentor them.
| also delegate duties so if I'm nol available they can carry
on without me.”

Mathenjwa sometimes also delegate staff to conduct
presentations.”| empower my staff” she said. *l see to it that
everything we plan is evaluated. Like the Cashew Nuls
Project. Farmers have been doing this for more than 10
years. They are now well organised. They were able to raise
50 percent as part of their funding moded.”

Mathenjwa inspires staff by organising official opening
prayers.

"l invite a pasfor. This helps with discipline and respect. It's
about putting people first.”

She said staff celebrated each others birthdays just to band,
“Even if someone buy sa car, we come together to
celebrate.”

She said despite her offices not having electricity for more

than 10 years because of Eskom’s constraints, her office still
fared better than those with better resources.”
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Best Public Service Leader

» UGU District Municipality GM-Corporate Affairs

vZE AWARD

Pic from Office

MAMAGEMENT by objective and impact has seen Yuyiwe Tsako's
unit being rated the best performing department in theUGU District
Municipality .The General Manager for Corporate Services, Tsako's
management style has achievedher depariment 86 percent for first
gquarier, 82 percent during the second and 89 percent in the third
guarter of the 201516 financial year. Tsako joined the Ugu District in
2002 and is responsible for five sections - human resources,
imformation and communications technology, disaster management,
fleal managemeant, registry, auxiliary and secrelanat services. She
controds @ budget of R115-million with 120 employeas, including
permanent employees, interns and contractual employees who are
reporting to her"| have the abilty to instil a8 culture of perfformance
and discipling amongst staff” said Tsako. “| manage by objectives
and impact. It is aboul working as a team "As head of deparimani
sheis responsible for overseeing all corporate service activities

"My department & an internal support department that deals with
internal customers. So in whatever we do, we ensure that we salisfy
what our customers needs on-a daily besis."Tsako has pul in place
measures (o ensure staff upholds the values of Batho Pele."This we
do by ensuring that we provide a quality service at the right time 1o
our employees, We are a suppor department since we provide
personngl and they are key to &l departmenis."She ensures
employeas ara trained and eguipped to perform to the best of their
ability."From an organisational perspective, we conduct manthly
assessments of performance apainst targets. Such processes
ensure thal we are ready for quarierly assessmenis."She also
conducts quarterly review of employee's individual performances
and Identifies areas for improvement and development.

Tsako's depariment also has a unit thal coordinates and ensures
proper reporting atSukuma Sakhe meatings, Service standards and
courtesy are very important. | uphold values hke redress, If we
cannot provide a service to a department we consull until we do and
we apologise."Tsako makes it a point 1o involve staff in all aspects of

BEST PRACTICE REPORT 2015 ¢ 2016

Ms Vuyiwe Tsako

service delivery."I've ensured thal in my staff meelings we have
extended corporate services meetings where all managers and
those who are below them attend.

She said gaps preventing them reaching that standard of excellence
has been identified and corrected.'ve always beleved that each
leader has his or her own leadership style. Bul what | always insist
on is the issue of management by objective.| don't decide and come
up with projects or programs on my own, | involve evaryone, "“When |
say everyona | don'l only mean those who are reporing to me
directly, | mean all staff "Tsako said she ensures that all employees
uphold the principle of performance managameant.

*| make sure | keep them on board.] deal with ssues and | always
insist on working as a team, Whenaver there are challenges we deal
with them as a unil. We also share the fruits of our perdformance.”
Tsakowonthe award for the Best Woman in Leadership in Public
Service in 2015 Her depariment also won the Depariment of the
Municipality Award in 2014."In whalever we do as a department we
lock at the impact not the delivery of the activities anly,” she said
Teako's efforts have contributed to the change in the quality of watar
i the UIGL Destrict."When | came in 2012 newspapers here would
write about the guality of cur water every week. We had 78 process
controllers responsible for cleaning and processing water. Of those,
only18 were trained. | started a program where we frained 20 per
annum. Today they are all trained and we no longer see the media
wriling about our waler quality in the newspapers ”

Taako sald she also streamiinad the fire and emargency services,
“When | stared in this municipality we did not have capacity to
provide these services | crealed a model where we provided training
and employed those trainees. We then provided fire engines. Now
the local municipalities can fight fire on thedr own."Last year she used
the unspent budget from another department to provide computers
to schools in the municipafity."We appoinied iulors as pari of our
EPWP program to teach these learmers, [t was not part of our core
responsibifity 1o look after the schools, but we did it anyway. Tsako
has also started a pilol project in her department to coach and
mentor women “| like education and | always encourage staff io
study. | have formally developed a coaching and mentoring
framework for capacity building within the UGU District. We identify
areas for them to improve. If they improve, they will improve service
delivery in the municipality."The programme focuses on women in
supervisory and management posibions "My aim is ta instil & cullure
of performance, a culture of discipla and the ability to manage by
obiectives. lt's also the ability to work as a team,”

She said at one stage in the UGU District there was a lack of
commitment in terms of prioritising ssues. | instilled that culture
where fhere |s now compliance with deadiines. It's about
performance driven and ocutcome-based | have five managers all
with different characters. Yel, | have the ability to manage all without
favouring the otherTsako i currenily doing her PhD in
Intergovernmental Relaticns,
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Best Public Service Leader

Department of Agriculture & Rural Development
Local Manager at Dannhouser Office
Mr S Msibi

Agricullural  Scientist Sifiso Thuthukani Msibi has successfully
managed to Implement changes to meet the needs of both the small
scale and commercial farmers during the amaigamation of
agriculture sector info a single service in the Amajuba District. Msibi
i& the Local Manager at Dannhauser Agriculture Offica, He jainad the
Kwafulu-Natal Department of Agriculture and Environmental Affairs
in 2001 as an Agronomist and in 2007 the Mational Department of
Agriculture, Forestry and Fisheries (DAFF).

He was the Assistant Director: Heesd of Grain Division (Plant
Production Specialist) until his current appointment by department of
Agriculiure and Rural Development (KZN-DARD) in 2012%'m
responsible for managing the extension services of agricutiure. |
coordinate with farmers and I'm also responsible for finances, budget
and assel control."Msibi was tasked lo deal with public priceity issues
like poverty, food security, natural resource management and
economic  growth,"These issuss were addressed through
Departmental strateghe programmes hke the Inlegrated Food
Security Nutrition Programme, CASP, ILIMA/LITSEMA and Land
Cara Logically these key programmes are the main focus of
Extension and Advisory Services”

Msziti has coordinated and forged partnerships with farmers (o
ensurethat they were made aware of impending projects and
agricultural sirategies. He ensured that all 21 communal estates from
both Dannhauser and Mewcasile offices were funded in 201516
financial year and received supporl and training lo enable them to
manage their projects as viable businesses."We've made a call to all
our staff personnel to make sure that the services we render to our
clients were in accardance with Batho Pela principles. We put peopla
first in everything we do. That's evident in how we deal with our
clients on a daily basis.”
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He said this was also evident from the minimal complaints, This is an
indication that our axlension service personnel in the field are doing
their best to bring and make our services known to the people, This
limks to issues relating to consuftation, sccess lo information,
courtesy and transparency. Msibi's staffl regularly wisits traditional
councils and war rooms "Consultallon & very importanl. | normally
encourage my staff in terms of Batho Pele. These principles are a
standard item on our agenda "His staff has received Gold for Best
Frontline Service Delivery Employes and a cerificate for the Best
Public Service Creative and Innovator category,

“This is the commilment they show. We incentivise staff who excel.
We nol only give cash incenlives bul are algo al the same lime
promoting sefvice delivery to our people. “At times at our annual
review, we present staff with who excels with gifts.

This also encourages compelition amongst themselves.” Msibi has
also won Bronze for the Best Public Service Leader and a certificate.
‘I've far exceeded the prescribed minimum standards according to
the feedback we get from our sister departments, NGOs and our
leadership.®ln  terms of monitoring foo, I've far exceeded
expeciations given the challenges. we had relsting to
resources,"Msibi said despite the droughi, farmers managed 1o have
a good crop. "We've used our technical experlise and we managed
to do four fons a hectare despie this,

It has assisted us and improved staff morale with minimal complainis
from our clients “Il's also building confidence in terms of the impact
we are making. It feels good to know we making a difference.”

He said his targets Included focusing on commercialization and job
creation,

“We are getting our return on investment,” he said. “We are putting
money into the pockets of owr rural community snd creating
empioyment. We are allewiating poverty, impacting on food security
and contributing to the GOP of the country."He said agriculture and
maning ware the major employers for rural communities.

“Whaen we leave them, we want them 1o be sustainable commercial
farmers, | believe that with the contribution I've made in the
depariment from staff empowerment, it shows I've made a positive
impact an human resource developmeant.”

Msibi has stood in for his seniors during visits by ministerial
delegations and has motivated staffl o study. He was also
instrumental in getting 12 Agricultural Advisors regestared with thair
professional regulatory body as pan of the requiremeant 1o them to
practise as Extension Scientists

"My leadership guality and siyle and my commitmeni ensure my
sarvices are delivered. | even recelved commendations from various
seclors. | make sure our new sirategy is cascaded to all levels.”
Msibi zaid he has been able o create and maintain a favourable
emvironment (o ensure service delivery
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'Best Public Service Creative / Innovator of the Year

South African Defence Force
Operation Llitshe
Col M Mbeki

o

A SIMPLE sirategy in lateral thinking by a high-powered army
sirategist has saved the South Afnican economy more than R115-
million in just seven months from cross border smuggling. The South
African National Defemce Force stared deployment on the
mternational borders of Kwalulu-Matal in 1880, From 18980 to 2007
the SANDF patrolled the border thal remained relatively stable. In
2007 the responsibility of protecting the borders was handed over to
the South African Police Service and in 2010 returned to the
SAMNDF “Since 2010 we have enpcountered a more determined
criminal elemant which has moved fram pelty erima Lo major
smuggling activities,” said Colonel Monwabisi Mbeki, Officer
Commanding Joint Tactical Headquariers KZN "This has meant that
convanlional methods have had to be adapted to counter these
criminals ®

He said cooperation between all role players also became vital

Then iast yaar. his unit was tasked with combating criminal activities
along the South African border with Mozambique, "Operation litshe
under Operaion Corona was initiated o combat the strengthening
criminal element, specifically the theft of 4x4 vehicles from South
Africa into Mozambique. We implemented a secondary oparation 1o
improve the strengthening of obstacles along the border,"Mbeki said
his taam laised with the business community of Manguzinear Kosi
Bay, which & located 15 km south of the Mozambican border. The
border is 84kms long with a critical distance of 32kms.

The concepl was initially 1o use railway sleepers lo create a barrier
and required the assistance of Lt Col Adam Wolmarans \Wolmarans
said he visited a local businessman, Mark Willox, from the Bombo
Group in Ndumo who could assist with the planting of concrete
sleapers along the borderine
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“While there he showed me around the business. On one side was a
large pile of rocks Ihat was to be returned lo the river for later use
because they were too large for the crusher, | asked if we could
rathier use these along the borderding to which he agreed.”

Wolmaran said Mbeki approved the plan and he suparvised the first
drop of rocks the nest day. “Qur truck goes to his site where his front
end loader loads 15 to 20 rocks on the truck. These are then
transported to the borderline where the prominent crossing points
are closed Since then we have coniinued with the process lo the
current point “Mbeki said the surfaces and gaps were tackled first
with the two-fool high rocks. “We uszed the rocks to close the new
crossing points whera vehicles would possibly exil. We sealed up
gaps between the marsh areas thal were prominent crossing polnis
and redeployed our troops.”

He said troops continued to close the rest of the borderline and this
stopped vehicles from crossing."This project has had a positive
impact on the local community and has seen a shift in criminal
activities. Since September 2015 tll March 2016, there has been
more than a 50 percent drop in vehicle thefi. "He said prior to the
project an average of 15 vehicles a week were being stolen and
teken across the border”The wvehicles are maostly luxury dxd4s and
double cabs. Even an earhmowving vehicle was stolen from Piet
Retisf and left near the Mozambican border.”

Mbeki said since September 2015 the project has saved the
economy R99.5-milion in siolen vehicles and a further R16-million in
recoverad vehicles.

“The feedback has been very positive,” he said, “We are also
working with the Mozambican authorities. One of our tasks was to
siop the thefi of vehicles and we're achieving that.®

He said the massive saving came at minimal cost to his department,
“The rocks we use are being donated by a local businessman.
Vehicles belonging to the local community arne also being stolen. We
only ncurrad the cost of diesel thal amounted 1o only R 16 869"
Mbeki said the project had far-reaching implications, “if the vehicle
owner is deprived of his vehicle it affects him.

The community is also being affecled by criminal activity. Our
intervention has drastically lowered crime levels and we're putting
people first. As SANDF we project people first and we silop criminal
activity."He said their efforts also prevented human trafficking and
the smuggled of contraband,

During a recent incident, he sad, two vehicles with s occupants
were hijacked and driven to the nearby farest "These vehicles weare
not taken across the border immediately because of the rocks, The
vehicle was hidden in the forest and later abandoned, Luckily the
occupants wera not harmed.”
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Edendale Hospital
Saving Blood, Saving Lives
Dr Robert Wise

AN innovative project that can saves lives and the country bilions of
rands has been rolled out at Edendale Hospital in Pietermantzburg
Spearheaded by Head of Chinical Unit for Critical Care, Dr Robart
Wise.the Saving Blood, Saving Lives project was implemented al the
beginning of 2014 with just three months of planning and
strategizing. Edendale Hospital is a regional hospital situated within
the uMgungundiovu District. It is the second most populous district in
KwaZulu-Natal with a population of approximately 1.4 million
Opened in March 1954, the hospital has 800 beds and is the fourth
largest hospital in the country in terms of available beds. Dr Wise, a
Specialist Anaesthetist, said the hospital was identified as one of the
poor perfarming hospital in terms of appropriate biood product
utilization,"We realized thatl something had 1o be done. We were not
using blood appropriately and we were wasting it,” he said. "It wasnm't
an isolated problem, it was a problem happening throughout the
country."Wise said while the rest of the world wes saving blood,
South Africa was wsing more blood

“We realized that there musi be imesponsible blood product
utilization so we embarked on a project of Saving Blood, Saving
Lives. The project was aimed at improving responsible blood usage
and revolved around an innovation which comes in the way of a form
- called the accountability form."Wise said the document had gone
through various designs before its curent and final stage."This form
leads the physician through the process of making the right
decisions for choosing blood,” he said. “in addition, the form acts as
a double-check because each manth we go through the form. Every
time blood is ordered in the hospital we can go and audit that We
can ascertain why it was used was it appropriale or inappropriate.”
Wise said doctors are now being held accountable for the way in
which they used blocd.
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BEST PRACTICE REPORT 2015/ 2016

“It sounds super simple. Actually it sounds like almost ludicrously
simple but the resufts have been incredible"For the first financial
year, Edendale Hospial saved 1820 units of blood that included
reduced afier hours fees. The total cost saving was over RE.1
million. In 20152016, the hospital saved 2580 units of blood with a
cost of over R7-millicn. With inflation, the real value saving over two
years was R15.3-million with 4400 units of blood being saved.The
blood saved would be enough to supply the Mpumalanga Province
obsietrics patients for a year, Wise said.“lt's a remarkable number,
We have successfully gone on outreach to try and spread this
project, | wisited five provinces already, " The project has also been
successfully implemented at Port Shepstone Hospital with a savings
in the region of R2.5-million in the first financial year Almost 2 000
units of blood was saved “Whal's important is that this project has
been replicated successfully at other hospitals,” sald Wise, “It's been
positionad now In two hospitals in Gauleng and wa've had further
invitations to go to other hospitals to implement this project. "Wise
said blood was scarce and very expensive.“It's also life-saving. If you
run out blood there is no substitute and patients die. More blood is
nal avallable and we need to starl using that appropriatety "

He said available evidence in literature indicated that blood was
being used for inappropriate reasons. “Now we can aclually have a
mare restrictive blood product utlfization sirategy and not influsnce
our patient outcomes negatively,” he said Wise said although blood
was not being used in a malicipus manner, # was being used
uresponsibly. This was a resull of doctors nol having an
understanding of how blood should be used. It's ke when patients
wouldn't need blood transfusions because their haemoglobin is at
ascertain level In the past or currently, people are being transfused
when they don't meed that blood By giving them thal blood, you
could be doing them maore harm."So we now know that a patient's
haemoglobin level can drop lower than what we used to regard as a
safe. We now know that that is also probably better for patients.”
Wise has managed o Implement the system al no extra cost, yel
save R15.3 million over two years,

“For me that is one of the most satisfying things about this project. its
reproducibility as well does not require any additional costs "The
project has received overwhelming support nationally, including from
the South Afncan National Blood Service (SANBS) and the Centre
for Public Service Innovation (CPS1) who have enabled it to spread
nationally.”| think that with any new project, when you try to bring
about change you have to go about it in @ way that's really about
understanding and showing people the way. Not just telling him what
to do. e aboul giving people a reason as to why they need Lo
change "Wise said the project was based on Batho Pele principles
and dnven by the standards of access and value for money. Through
our transparent processes, we have improved access to blood
products,’ he said. "We have shown leadership in helping other
hospitals establish similar programmes. The project has directly
mfluenced value for money, customer impact and encouraged further
inmovation. Most importantly, it has demonsirated that this project
can be successfully replicated. Saving Blood, Saving Lives has been
recognized nationally at the National Batho Pele Excellence Awards
winning Gold and was First Runner Up in the Centre for Public
Searvice Innovation Awards last year.
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Edumbe Hospital Vryheid

BROMNZE AWARD
SERYH WEELLENGE

Better Food Management, Better Patient Care

Sandile Khowane

PRINCIPAL Feood Service Supervisor Sandile Khowane
single-handedly prepared and delivered meals whilst
managing his normal day-to-day duties when two colleagues
were off sick for months, Realising that his Food Services
Department at the Edumbe Clinic in Paulpietersburg could be
crippled with the staff shortage, Khowane recruited in-service
trainees from the local hospitality colleges."We have many
patients but only two staff in the kitchen,” he said. * At one
stage one was of our staff members was on matarnity leave
and the other was off sick for three months. | therefore had to
cook every day and deliver despite not having staff. It was at
this stage that | decided to go to the colleges and requested
them for in-service traineas.”

Khowane now works up to 10 hours a day without claiming
overtime.”l supervise the kitlchen and do follow ups with the
stores. |'ve ensured that I'm able to manage the demand
within limited staff resources and challenges of grocery
shortage."Since his appointment in March last year,
Khowane has implemented a standardized provincial menu.
“Staff was trained on the meal preparations for all the diets,”
he said. "Menus were nol displayed and palients were not
advised of the menu. | crientated ward managers and staff
on the new menu and streamlined the diet sheet procedure
whilst incorporating patient invalvement in meal requests.”

SERVICE EXCELLENCE
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The introduction of the standardized menu has ensured that
the procurement of groceries was more efficiently and
economically procured."Our service has improved,” he said.
“It saves a lot of money. We now have six staff that is
working in the kitchen, Because of financial constraints we
cannot employ anyone."Khowane's unit now offers dients
value for money."We are saving a lot of money now. Our
interns know exactly how to cook, take stock, etc. We had a
crises and were running short of staffif clients don't get good
service they used to complain. Now that's a thing of the
past."He said using interns also helped the youth to gel
Experience,

“I'm also happy that we're doing something positive for the
local community. We've taken patient feedback and changed
the way of how we did things. Patients are now very, very
happy."Khowane goes the extra mile every day and work
after hours without compensation.”Sometimes | come in after
hours to receive groceries and other stock. This clinic should
accommodate 30 patients but we sometimes might have 50
patients admitled.”l put in extra hours and work over
weskends and | don't get paid any overtime at all."Khowane
satd surveys were underlaken for patients to idenlify the
laste and quality of meals."This also tested the community's
acceptance on cerain types of meals. Surveys were |nitially
conducted quarterly but these are supplementad with regular
verbal interactions with patients so as o gauge the particular
taste and cultural and religious needs of the Edumbe
Community.”

Khowane has also been influential in motivating to increase
grocery procureament for meal packs for patients travelling to
other hospitals."Previously catering for campaigns was
outsourced at exorbitant costs. With the catering being in-
house, savings are now being accrued,” he said.Sugen
Pillay, Systems Manager at Edumbe CHCsaid that the Food
Service Unit was sometimes dwarfed by the clinical and
nursing fraternity in terms of importance of the service being
rendered. “The Food Services function is in its own right an
integral contributor to patient recovery. It is with this in mind
that | commend Mr Khowane on his sterling work and
performance.”
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Department of Agriculture and Rural Development
Michelle Larson

WHEN Michelle Larson created a database to make access
to her depariment’s financial information easier, litile did she
realize that her initiative would be rolled ocut to 14 other
centres. Larson, & Senior Admin Clerk in the Livestock
section, has been with the Department of Agriculture and
Rural Development for 19 years.”| enjoy the diverse aspect
of working here” she said “There is so much that this
department does that is enhancing the lives of our people.”
Larson deals with personnel, budgets, databases, orders and
procurement. She is also currently assisting the Acting
General Manager with administrative duties.

“l enjoy computer work, | attended a course and create
database to make my life easier. It was just to make
accessing information easier."She said the database was a
management tool that assisted all administration
depariments in the sub-directorates."We previously only had
the BASS reporl to work with as our tool, This had certain
limitations. | took it upon myself to create a database to make
our life easler, to access information at our fingertips. This is
in terms of our budgets-where we at, whal we've spent and
what's the remaining balance.”

{HCE EXCELLENCE
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Larson said the challenge with the previous report was that it
did not include requests that members had submitied, only
those already processed.'That is the main function of the
database | created. Il's something that the BAS system didn
lake inlo consideration. Mow when it comes to the new
financial year-end, we can see exaclly how much we need.”
She said the database was benefitting internal clients “it's a
tool that we use to monitor the budget very closely. There's
no over expenditure. It also assists our General Manager a
lot because we are dealing with 14 sub-directorates.”"She
said all the information was now at their fingerlips when
monitoring monthly repors.”If we have a finance meeting
with our CFO, we know exactly where we stand with our
budgets We don't have to look through files. We don't have
to look for infarmation. All the databasas are brought into one
major database.

"The whole directorate’s figures are now available at one
time, in one report thal we need."Larson said her databasa
saved considerable timeSlt's definitely a time-saving
management fool Less time is spent on loocking for
information With the cost cutling measures in place, we are
on tabs as to whera we are with the budget. We know of over
expenditure and under expenditure."She said colleagues had
access to information and there was definitely value for
money.”| wenl on a course in 2012, From what | learnt |
created the database on my own accord. It's our own tool
that we can use and keep track of our budget. I'm always
getting feedback from my supervisors and my managers.”
Larson said other depariments have now laken a keen
interest in her creation.

“l feel it was an accomplishment that was never intended. |
created that for me to manage our livestock budget. But my
managers saw it as a tool that could be used to assist other
sections as well. I's something I've pul into place and is
actually working very well."Larson said it was in her nalure to
assist wherever she could."It's the same as the Batho Pele
principles that inspires you o go over and above the normal
call of duty, to assist when you can. | think personally you do
what you can, even though you not required to.

“It's always lhere at the back of our minds. With that there,
one cannot go wrong. It's just nice to be appreciated for what
|I've created,” she added.
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Best Functional Warroom

Msinga Top-ward 15

EILESI Ngubane was living amongst rubbish in a makeshift
wood and plastic shelter in the bushes of rural Msinga in the
Umzinyathi District. It was three years ago when Msinga
Local Municipal Councillor Bongani Mihethwa found the 70-
year-old grandmather-of-three living in absolute sgualor.“The
Msinga Top War Room is about making a difference in the
lives of its residents,” said Mthethwa. "We have wonderful
members in our war room. They take what | say very
seriously."Msinga Top War Room has become a hive of
activity since Mihethwa took over in 2011, with members
supporting each other with resources to improve their living
condiions. Ward 15 has 9976 residents and 1245
households with 70 percent unemployment.

“This war room is the centre of this ward. Here we align the
varous departments who are responsible for varnous
problems that residents have."Mthethwa said the war room
was special because there was commitment and it
waorked."No one is dependent on the other person,” he said.
“We all contribute our own resources for the betterment of
the community.”" He said he met Ngubane when she was
literally living in the bushes three years ago.
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“She had no shelter really,” said Mthethwa. “All she had was
a wooden structure with plastic covening it. So this war room
intervened and we offered her a place in this community.“He
said no one in the community knew her history, except that
she has a 28-year-old mentally il son"We offered her a
place near the Inkosi's house. We initially built her a mud
house and then a two-bedroom blockhouse. It also has
electricity but no running water."He said Mgubane gets
emotional every time she sees him.

“She Is just so grateful. We've gol a neighbour who now lives
with her and Community Care Givers assist her. He son will
be moving in with her soon."Ngubane was full of praises for
the war room and its officials.”| am thankful for the house the
war room built me,” she said. *I was living alone in a shack in
the bushes and il rained almost every day. Now | have my
own house."She said she also collected meals from the war
room from Mondays to Fridays. Mthethwa said the war room
also assisted residents lo initiate applications for assistance
from government departments.
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“We open cases here and make appeals to various
government departments like human setfiements, social
development and Community Safety. These are not minor
cases and service delivery will depend on whether national
government has a budget or not.”

He said various other stakeholders include Izinduna and
NGOs who with the local municipality provide the war room
with food parcels.

“We provide lunch for residents every Frday. We also try by
all means to minimize the cost to parents for leaner’s’
meals. "He said consultation was very important in terms of
service delivery in the war room."When we have a problem,
we have to consult and engage with the client. We look at
value for money. We have our own shoricomings in terms of
resources but those who have these resources support each
other.”

Mthethwa said another shorcoming in the ward was
elactricity.

“This war room building is used by varous government
departments but we do not have electrcity, We have to go
elsewhere,"He said there was a dire need to inlroduce new
projects to create employment.”] try my best to assist the
people even when | was not a councilor,” he said. *l even use
my own money to support other households."He said
residents used the war room to highlight their problems.

BEST PRACTICE REPORT 2015/ 2016

“We gain a lot from having public mestings. We aiso have
ward committees who meet with the ward every month. That
is where we address the issues of this ward.”

He said residents also shared their views with other residents
during these meetings.”l think we have commitment from
each member. We will continue to assist the community.
Service delivery in this ward is one of things we need lo
address.”

Mthethwa said the war room provided meals every day for
some residents and provided househaolds with seeds to plant.
“To me it's a calling,” he said. “Before being voted in as
Councillor | used to work with people. I'm growing as a
parson. I'm able to help a large number of people as a
Councillor.”

He said the war rcom had plans to building three more
houses for other deserving residents,

GOLD AWARD
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Best Functional War room

Zidweni War Room - Himeville

THE Zidweni War Room has transformed its ward from being
ane of the most deprived in KwaZulu-Natal to one of change
and transformation. Located in the Ingwe Local Municipality,
the war room serves its 10 185 residents, most of them
unemployed and iliterate. Community Development Worker
and Co-coordinator, Nokukhanya Diamini says the war room
is the engine of the ward where all services are accessible to
its people.*This war room was launched in 2009 and we
have seen a huge improvement since then. . There was an
appeal to all government departments to give this ward
special attention,

Dlamini says residents found it easier to access service sat
the war room than travel out at huge cost. “We acted quickly
and implemented various projects. We did profiling and had a
lot of field workers who collated information from all
households."All problems in the ward are addressed in the
war room. “People of this area are excited by this war room.
They come in numbers every Tuesday because this is when
we have our meetings with all departments that come to
attend to all the needs of this community.

We've seen a remarkable change lhat is easily noticeable to
anyone."The war room has been able to identify and address
problems affecting the most vulnerable of residents."Cur
biggest problem is unemployment We've got various
government departments to come in  wilth different
programmes, like the Extended Pubic Works Programme.
Since we are working closely with the local clinics and the
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community caregivers, we are belter able to access
information."She says more people in the ward are now
being tested for HIVthan ever before.

“People are also getting more motivated to be tested. Even
the issuing of Antiretroviral therapy (ART) has increased. The
war room acts as a link between the department and the
community. All relevant information is found in this war room.
We interact with the community so it's easy to obtain and
give them the information."The ward has also seen several
infrastructure developments since 2009."The gravel roads
are now larred roads.In the last two years we have had the
Kilmun Water Schemea. We have had 500 RDP houses built.
We have installed electricity to 1 080 househaolds.”

Dlamini says other programs like the furniture making
businesses was set up in town“The whole amount is close to
R500 000. There are 17 people who are now employed by
these programs.”She says community complaints were dealt
with quickly and efficiently."We act on complaints as soon as
possible and offer feedback. We have complaints mostly
aboul service delivery, Like we have 2 108 households and
anly 1 QB0 have electricity."A multi purpose centre and
Futher Education and Training centre applications are still
pending.“We have priortized the community and work as a
team. We sirictly abide by standards thal the Office of the
Premier has placed on war rooms, We keep records, host
meeting, conducts interventions, etc. We work very very hard
to en sure service delivery.”
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Best Functional War room

Lidgetton War Room - Howick

e

EFFORTS by the Lidgetton War Room in the KwaZulu-Natal
Midlands has seen a reduction in the infant mortality rale and
teenage pregnancies. Located in the uMngeni Local Municipality,
Lidgetion derives its biggest income from toursm related aciivilies
along the Midlands Meander The Lidgelton War Room serves a
population of 3 337 and has 340 formal and 155 informal houses in
the ward. There are bed and breakfas! establishments, furniture and
a charcoal industry In town. Ward Councillor Sthemblso Desmond
Mkuna =aid the war room has uplifted the community since 2011,
"Our Community Care Givers (CCGs) picked up thal there were
gevaral deaths in the (-5 year old group. We consulted with the
Cepartment of Health and ascerained that infants were dying
because of malnutrition.”

As a resull, a CCG attends lo residents from Mondays to Fridays
educating young mothers on infant deaths Nkuna said the war room
met community needs and was already in the Top Four from B4 in
this municipality."This war room deals with community-related
matters,” he sald. "We have challenges with young girls, those
problama facing the youth and HIV/AIds and HIV protection"The
core function of the war room was fo tackle poverty, he said."We
have CCGs who deal with teenage girls and offer them advice on
various |ssues. We deal with household poverty and challenges
facing the family that may anse.”

The war room is also responsible for dealing with teenage girls and
fighting teenage pregnancies and substance abuse "Girls are
inspected every month as part of the Virginity testing programme
that began in 2011.There has been a drop in teenage pregnancies
since the programme was implemented. The same girls attend resd-
dancing ceremanies at the King's Palace every year. This fits exactly
into our objective to reduce leenage pregnancies.”
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Nkuna said the programme also educated young women on how (o
behave, and on substance abuse The programme has helped
reduce the spread of HIV/AId: The war room also hosl beadwork
programmes. o empower women in the community. These women
meet thrice a week,” said Nkuna, “This forms part of the Operation
Sukuma Sakhe initiatives 1o empower women and reduce povarty "
He said unemployment has increased in Lidgetion with the influx of
foreign nationals, mostly from LesothoResidants come here fo
report family challenges. Our caregivers go door to door for profiling
We not only discuss problems but afso channel solutions."Nkuna
said all community problems were deall with at the war room, “We
go into households to solve problems. We also report back on
Eesuas. There are follow-up on strategies in this war room We have
a dedicated team that works in this war room and attend to all
community issues.”

He said an example of one such intervention was a resident who
tested positive for HIV and TB. "She was also a substance abuser
We arranged the appropriate intervention and she i now living a
better life. We changed her family life."He said the Depariment of
Social Development was also brought in o arrange grants for those
who quaiified. "This has led o a huge improvement in family income.
We are very thorough with our records. We adopt 8 comprehensive
and proactive approach, especially when i comes lo women and
those with disabilities, women abuse and domestic violence ssues ”

Nkuna has also arranged the collection of chronic medication for
residents at the war room.

“We've arranged for people to collect their medication from this war
room. Since this became a Medi Post, no one has defaulted on
collecting their medication "He said the COGs have also attended (o
child-headed households and arranged the appropriate help “We
have Xmas functions for our senjor citizens. We also have a
disability profile. We deal with people at grass roots level and
understand unemployment is nfe and that an emply stomach knows
no documents. S0 we have aranged for NGOs to intervene.“We
have been used o benchmark other places in the Free State, even
in Jamaica and in the UK. They have come o learn from us."CCG
Jabu Molefe said her colleagues were commitied to impraving the
living standards of the community."We work harder to uplift our
community,” she said, “We put our people first, especially the young
ones.”
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Best Functional War room

CERTIFICATE Of
COMMENDATION

Community Development Worker and coordinator Mandla Dlamini
sald Ward 16 War Room In the Abagulusl Municipality has upliftied
the community since 2011,

“Thera has bean renawed interest and we gat more and more people
attending every week,” he said. “We highlight a range of issues from
social ‘and community lo environmental issues."He said ensuring
public participation has resulted in residents taking a more active
Interest in thelr future.

“We mest with residents all the time. This happens Imespective of us
being under-resourced. Even without any support of funds, members
donate lo the war room aclivities "He said the war room has
established various sub- commitiees to deal with community issues.
“These commiitees meet once a month, We have sub-committees
that cater for different aspects like health, disabilities, water, for
women, a cooperative’'s forum, a men's forum, a committes for
transport and another for sports. All these committees are fully
functional.”

Dlarmini said the war room has profiled all households and identified
programs and interventions that are required in the area.

The war room also assist residents with bursary applications and
employment.

“We have many unemployed in this area. Some have mairic and
others have degrees and so we have put together a database of
people seeking employment. We also have bursary application forms
that are available from various organisations and depariments. We
assisl students and job seekers with internet access for assignments
and to apply for jobs. We also assist with CAO applications for those
wishing to attend universities.” Dlamini said war room wvoluntesr
MNhiakanipho Mbatha also provided matrics with extra Maths and
Science tuition.
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Ward 16 Abaqulusi Municipality

Thewar rooms also assist residents with funerals and provides
bereaved families with tents, buses and coffins if needed

‘Every housahold has a garden,” he said “We supply them with
seads avery month o Iry to make them self sufficient Our water
committee also educate residents on climate change This
commitiee also attends to with waler leaks and repair leakages
themselvas

“The environmental committee deals with keeping our rivers clean
and highlight the effects of pollution " Diamini said the Sparts
Committee hosted cricket, netbali, soccer and  athletetic
tournaments. “They have even formed an Under-13 Soccer League,”
he saidThe Transport Commiltee has deall with all transpor
facilities, aven negotiating transport fares for residents.

Diamini said the war room with the help of NGO's provide food
parcels every week.
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OPERATION SUKUMA SAKHE WAR ROOMS AS THE ENGINES OF INTEGRATED

SERVICE DELIVERY

Operation Sukuma Sakhe, an offshoot of the Mational War on Poverty Programme launched, back in 2008, has
over the years grown from strength to s'rennth Ci-ing this nerind the KwaZulu-Natal provincial government,
spearheaded by respective leaderships has overseen this growth. The provincial govemment continues in its
commitment to ensure that Operation Sukuma Sakhe serves its citizenry, as an integrated service delivery model
and a source of the community addressing their challenges thrives in the province.
Central to OSS is fighting diseases particularly HIV and AIDS, Sexually Transmitted Infections (STis), TB, poverty,
food security, women empowerment, youth empowerment; and driving an aggressive behaviour change campaign
against social ills (e.g. gender-based violence, substance abuse, crime and road accidents) and teenage
pregnancy among others. In all this, the province recognises that a majority of is population are vulnerable and
decided that they must be the beneficiaries of OSS. The elderly, the sick, children, youth, the unskilled and
illiterate, the disabled, women, working poor and the jobless thus form the core beneficiary population group for
QSS. As a result, the province through OSS is underscoring the fact that it cares for its most disadvantaged
population.
The Provincial Government's resolve to focus on the households and communities and to ensure that they
(nhouseholds and communities) take leadership in creating a better life, makes the Ward the primary point for
integrated service delivery. Within this, households and communities are being given the responsibility to first and
foremost respond to HIV & AIDS, STls and tuberculosis (TB) and also social ills.
The province has established War Rooms to facilitate integrated service delivery and be the central points of
addressing the challenges of HIV & AIDS, STis and TB, formulale initial response strategies and thereby act as
true community engines. All the 828 wards have War Rooms and their Task Teams. For War Rooms to be
community centred, the province is ensuring that the following primary conditions,
War Rooms must be uwnéﬂ'hjr'_'__' mun I‘ty
War Rooms must be the initial pﬁ;ﬁﬂﬁ"m community needs
War Rooms are the initial point for cnmnﬂﬁﬂﬂfmemhm to discuss their challenges
and mobilise towards solving them
War Room convenors must be cumﬂ&nﬂym.bars
War Room champions are the Councillors
traditional leadership, they also champion OS!
The specific agenda for War Rooms is m by the commu ity (within the wider
pi’ilnrl‘bl' apn#n l.e.of @hﬂnyj-mr‘ & AID, IB;MI I'Hs pﬂﬂ'ﬂﬂr !ﬂ‘mﬂg at.l‘rﬁrs}
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Functionality of the War Room is key to meeting the needs of households and communities and primarily to
formulating community led strategies to respond to HIV & AIDS, STis and TB. War Room Task Teams (also known
as Ward Task Teams) are committees formed to ensure functionality of War Rooms. They comprise of the Ward
Councillor, War Room executive committee, representatives of Government and Non-Governmental Organisations
and a Fieldworkers representalive. The majorrales of the WarRoom Task Team are as follows:

To promote public participation and community mobilisation

To maintain a functional War Room

To facilitate plam'ﬂilp and develop action plans

To coordinate service dolhuy

To facilitate llliﬂing‘fm' War Room stakeholders such as fieldworkers

To mobilise resources

To perform monitoring, evaluation and reporting functions arising out of War Room activities

As service delivery engines, War Rooms engage with communities and service providers to provide essential
transversal services, through bringing identified community/household needs to the War Room and facilitating
actions for service providers mostly government departments to act on the needs.

Community mobilisation and participation in rnmm m;u community needs is another key aspect the War
Room uses in solving challenges and addressmgm Tiﬂlmfur example, if the community is beset by crime, the
War Room through the community is able to urgmh&ﬁnd discuss in grown solutions to the pmblem of crime that
can then supplement Govemment efforts.

One of the most important events within the OSS is the Eﬁ,‘m!‘ 9@' days. Cabinet O8S days are important
avenue in which the Provinclal leadership led by the Premier, and comprising members of tfie. _executive council
visit communities, thus providing a face to face opportunity 1o enigage on issues affecting them. The event is heid
every month in a different district in the Province and focusses on wards within a particular local municipality.
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Since inception of O8S cabinet days in January 2015, over 57 000 members of the community
have been reached in 114 wards in the province.

The O3S institutional structure is hmdlﬁﬂﬁﬂﬂ:&&iﬂlmﬂgm technical oversight commitiees,

coordinating task teams and AIDS Councils as. per the following illustration.

OMMUNITIES

== Reporting to (oversight] ~—— Reports 2nd Feedback

Political champions (the Premier, Members of
Councillors) provide political oversight within OSS
guide the implementation of OSS interventions

ouncil, District Mayors, Local Mayors, and Ward
tain strategic relationships with stakeholders. They
ey advocacy role, gaining support and mabilising

resources f o] onal leaders,
and other p . ] - :

The Premier s th Il (Provincial) champion of OSS in the Rrovince. The Premier along, with the Members of
the Executive ght to steer the
Page 3of 4
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Provincial Task Team (PTT) at a provincial level. The Premier and the Members of the Executive Council are also
appointed as Provincial Political Champions to each of the 11 districts to support the District-based Champions
(District Mayors). Support for OSS at this high level increases the visibility of OSS and strengthens the integrated
service delivery model.

The Heads of Departments (HODs) also Rnam as the Tedmlqal ‘Champions provide technical guidance and
assistance in resolving bottlenecks, decision making or other chalienges that are encountered in implementing
0S8S. Like the political champions, heads of departments are assigned to each of the 11 districts to support both
the political champions and the district structures.

The benefits of OSS are as shown below.

Use the integrated service delivery model as a platform from which to deliver
essential and long-term services to communities.

The ability to provide services in an integrated and coordinated manner

Avoiding duplication of services through joint and coordinated planning at the
community level of service delivery

The ability to share and pool information and resources to achieve maximum output
in an efficient and cost-effective manner '

The ability to empower communities to influence and improve planning for
Integrated Development Plans (IDPs)

The ability to share monitoring and evaluation resources as well as data for
planning purposes :

The opportunity to promote hea
community health and reduce the burder

Positive 0SS contribution is being seen across a spectrum of a
and AIDS andmml assistance, For example, the province has wi
classified e : I ;
patients berrg put on aﬂtl-l‘elr&mal tﬂaalmaﬂl and rpdqt.tmn mlrthﬁ muthar o d‘nld lré‘mmlssmn of HM There are
several instances where OSS efforts have led to households graduating out of dire poverty sither through short
term measures such as putting up of decent shelters or longer term measures such as identifying household
change agents and facilitating support e.g. through funding of their education.
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KWAZULU-NATAL PREMIER'S SERVICE EXCELLENCE AWARDS

Previous Winners - KZN Premiers Service Excellence Awards

201449015 20131014
GOLD AWARD WINNERS GOLD AWARD WINNERS
Depariment of Social Development - Nkandla Service Offce Hwazulu Natal Departmend of Heallh - Msalerd Hospital
Depariment of Agricutiure and Ruml Development Depariment of Health - Parl Shepstons Regional Hospital
(Ethekwini Desirict Office Vel Barvica) Deparment of Health - Bathesda Hospital
Departmant of Education | Qlenhaven Secondary School Kwamilu Natad Office of the Pramisr
Deparimen! of Health | Mseléni Hospial Depariment of Health : 8. Crockes Hospital
Depanmant of Edwation - Dr Nkosinathi S:shi Lihuenguiu Disirict Mumcpality
Dapariment of Haalth - Kangaroo Mather Care Beads Departimant of KZN Provincal Treasory
Ethakwsri Municapality | BuMfeladraal Landfill Foatprnt & Buflarzone Project Hazhmand Local Municipality
Urmsundeiz Local Municipality - Mr Meolisi Alexius Neos! Brockdale Primary Schaal
SILVER AWARD WINNERS
SILVER AWARD WINNERS
_ Depariment of Arls & Culture - Humsn Resourse Managemant & Develaprment
Departmant of Puble Works | ublzinyathi Destrict Oifce Degartmant of Education - Acacia Primary Schoal
Regardmarit of Health : Pholela Community Health Care centre Department of Agneutiure & Environmental AMairs - Umzinyamt Disirict Office
Department of Community Safety and Liaison © Zululand District Office Department of Health - Grays Hosgital
ﬁ’”mm:&ﬁn‘:m“ H“'?H:fm'“ Sunviog: Office Departmant of Cooperative Governanca & Traditional Afass
artma Jum an sdtutiongd irs L
rtmant of Health - Greys Hospital Ethekwini Municipality - Parks. Racrealion & Gulture Service Lind
Depariment of Spon and Recreabon | Ma Roheni Nasdoo ORONZE AWARD WINNERS
Deparimant of Transgart KN Office of the rermier - int Management Direciorate
(Road Traffic Inspeciorsis Pletsrmantzbung) Dﬂplrnfz:!uanrmr: ity ¢
Depariment of Social Developmen | Mbazwana Service Office Dapartmant of Comectional Sarvices
Dwpartmant of Transport - BT1 Park Ryne Road Traffic Inspectorate - Newcaslle
Uthunguiu Disinct Municpality | Mr Mandla Handricks Nkos: Department of Public Works Human Resourcs Management Unit
KIN Provincial Treasury Auxiliany Service Dinclorsts
HRONZE AWARD WINNERS ) ) Department of Human Satiements : Project Management
Dapartmant of Co-operativa Governancea and Traditonal Affairs ; Ethakowind Muricipality © Parks, Recraation & Cultsire Unit

{Human Resowrss Managemen! and Development)
Department of Socal Devsiopmen | Valley Child and Youth Care Cenlre

Departmant ol Comechonal Service CERTIFICATE OF COMMENDATION

Department ol Healh - Bathesda Hospdal Department ol Transpart | Cost Centre Newcastis

Department of Human Seflements Department of Social Developmant

{Mrs Groda Margamet Apalgran-Narkodien) Departmaent of Sport & Recreation | lismbe Distnict

Department of Ecomamic Development, Tourlsm and Environmendal Aftairs Department of Commundy Satety & Lisison Integrated Planning,
[Yauth Environemental Empowserment Programme) Monitoaing & Evaluation

Umzinyathi Disirict Municipality | Mr Thamsanga Richard Malunga Repartmant of Agriculture & Enviromental Affairs

Emviranmental Empowemment Services

KZN Department of Education | Broakdale Premary School
CERTIFICATE QF COMMENDATION KZN Provincial Department of Health

Department of Human Satilements . Supply Chain Managament Nauthu Local Munsipality
Departrreent of Agriculiure ang Rursd Developmant Capartmaanl of Hisith
{Vulamehio Local Ofice)

Dispartmant ol Comctional Services | KZN Regional Office

201172012 2008/2010
GOLD AWARD WINNERS Gold Award Winners
Departmant of Public Works: ubichanyakude Destrict Ofice Deportment of Transport Hiublee Cos Centse
SHLVER AWARD WINNERS Silver Award Winners
Ethakowinl Municipality. Departmend of Parks, Recreation and Culture Departmend of Health: Beifesda Hospital
FEZM Provincial Treaswy Provincial I-nlt'_‘nllﬁndi: Sernces Depl of Social Davelopment Campesdown Service Ofice
Departmant of Educabon - Pinatown Districl Office Dupi of KZH Provincial Treasury: Public Finanoe Unit
BRONZE AWARD WINNERS Bronze Award Winners
Department of Aris and Culture: Southem Region Departmipnd of Public Wu!u Amw Dhsiricl Office
Department of Transpart Petermanteiurg Cost Centre Depariment of Education. Mbiana Primary Schoal
Department of Social development: Kwablaphumulo Senvoe Office Department ol Sparl and Recreation: Ukhahinmba Region
Departmant of Agnculiure & Environmantal Affairs: Pistermasitzbuwyg & Ladysmith Dept of Ars snd Cultune, Wesbern Region
Department ol Spor & Recreation Amapiba Cesirel Office CERTIFICATE OF COMMENDATROMN
Department of Agricullune, Environmental Afairs and Rural Development. Dundes
CERTIFICATE OF COMMENDATION Research Slation

Depart l:;HE m”:? Sah :’lw:}ﬁ&ﬁmm Team Department of Communily Safety and Liaison: Volunleer Socal Crme Prevenfion

Dispartmant of Health: Mosvold Hospital Frogramme: Umzinyathi District. Municipasty
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