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1. INTRODUCTION AND BACKGROUND  

Government adopted the White Paper on Transforming Public Service Delivery, 1997 (BP White 

Paper) which provides a policy framework and practical implementation strategy for more efficient, 

effective and equitable provision of public services. Batho Pele “Putting People First” is also 

aimed at: 

• Introducing a new approach to service delivery, which puts people at the centre of 

planning and when delivering services. 

• Improving the image of Public Service (how customers view Public Sector) 

Cabinet Lekgotla held in September 2016 resolved that the Local Government should enhance 

the monitoring of Batho Pele principles and monitor the implantation. 

Integrate Batho Pele with Integrated Development Plans and Performance Management System 

(IDP-PMS) reporting. 

 

2. DEFINITIONS 
 

In this Policy, unless the context indicates otherwise – 

“BP \ Batho Pele” means an initiative to get municipal officials to be service oriented, to strive 

for excellence and to commit to continuous service delivery improvements. It is a transparent 

mechanism to hold municipal officials accountable for the type of services they deliver. It is a 

citizen-oriented approach to service delivery. 

“Customers” means residents and businesses whose main contact with the City is through the 

consumption of municipal services, and it is here that City needs to begin to build relationships 

with citizens and communities. These include Councillors, municipal officials and other 

stakeholders. 

“Customer Service” means the provision of service to customers before, during and after a 

purchase. The perception of success of such interactions is dependent on employees "who shall 

adjust themselves to the personality of the guest. 

“Customer Care” means the task of looking after customers and ensuring their satisfaction with 

one's business and its goods or services. Modern consumers are aware of their rights to a high 

standard of customer care thus making Customer care very important to us. 

“Service Standards” means the level and quality of the municipal services that Municipal 

customers will receive and are informed of such so that they are aware of what to expect. 
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“Monitoring” means the continuous collecting, analysing, and reporting data on inputs, activities, 

outputs, outcomes and impacts as well as external factors, in a way that supports effective 

management and continuous improvement in performance. 

“Performance monitoring” means a formalised system for measuring the performance or a 

service of the Municipality;  

“Evaluation” means the periodic and systematic collection and objective analysis of evidence on 

public policies, programmes, projects, functions and organizations to assess issues such as 

relevance, performance (effectiveness and efficiency) and value for money, and recommend 

ways forward. Evaluation is critical for generating in-depth evidence for improving performance 

and decision-making. 

 

3. PURPOSE  
The Batho Pele Policy has been developed to assist Municipality as they interpret and implement 

government plans, budgets, projects and programmes. Municipality is strategically placed at the 

local level where these plans hit the proverbial ground, the places where communities live, work, 

study and socialise. It is here where the public service, the format in which it is offered, the place 

where it is offered, and the outcomes it provides or makes possible, are directly felt. It is here 

where government services are most appropriate on display and where government is either 

viewed to be failing or succeeding in realising its national, social, economic, spatial and 

environmental objectives, as set out in the 2030 - National Development Plan. This policy is to 

enable the Municipal employees to deliver services in a customer focused way stated in the Batho 

Pele national policy and ensuring that the Impendle Local Municipality’s systems and procedures 

and attitudes of its employees are reoriented in favour of service delivery. 

 

4. OBJECTIVES   
 

 To have a customer centric approach to service delivery  

 To improve service delivery , with a shift way away from inward –looking,           bureaucratic 

systems, processes and attitudes as an increased commitment,           personal sacrifice, 

dedication and a search for new ways of working which put the needs of the public first , 

which are better , faster and more responsive to  the citizens’ needs.   

 To provide easy access to information and services of Impendle Local Municipality, as 

provided by Access to Public Information Act. 
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 To make the employees of Impendle Local Municipality more accountable to citizens.   

 To build effective relationships with the end users of public services (consultation).   

 To apply high standards and professional ethics. 

 

5. APPLICATION 

The policy shall apply to the municipality as the Employer, the employees and councillors    who 

are employed by Impendle Local Municipality. 

6. LEGISLATIVE FRAMEWORK 
a) the Constitution of the Republic of South Africa, 1996; 

b) the Municipal Systems Act, 2000. Section 5, 16(1), 17(2), 18, 19, 21 and 44 

c) the Public Service Regulations, 2001. Chapter 1, Part 3(C) 

d) The Municipal Finance Management Act, 2003. Section 53(3)(a) 

e) the Promotion of Administrative Justice Act, 2000 

f) the Batho Pele Policy, 1997 

 

7. THE BATHO PELE PRINCIPLES 
The SA Constitution 1996 stipulates that public administration should adhere to the following 

key principles:  

 Promote and maintain a high standard of professional ethics;  

 Provide services in an impartial, fair and equitable way;  

 Use resources in an efficient, economic and effective way;  

 Be responsive to people’s needs; 

 Encourage the public to participate in policy making; and   

 Be accountable, transparent and development oriented. 

 

In addition to these principles, the Bill of Rights in the Constitution sets out a wider range of 

procedural and substantive rights that the State must pursue, ensure or endeavour to achieve in 

and through its actions. Founded on the above principles, the Batho Pele Policy 1997 identifies 

eight principles on which the transformation of public service has to be built. These are:  

 Consultation  which emphasises that citizens should be consulted about the level and 

quality of public services they receive and wherever possible, should be given a choice 

about the services that are offered;  
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 Service Standards which requires that citizens are told of the level and quality of public 

services they will receive so that they are aware of what to expect;  

 Access where all citizens should have equal access to the services to which they are 

entitled;  

 Courtesy where citizens should be treated with courtesy and consideration;  

 Information ensuring that citizens are given full, accurate information about the public 

services they are entitled to receive;  

 Openness and Transparency for citizens to be told how national and provincial 

departments are run, how much they cost, and who is  in charge;   

 Redress in instances where the promised standard of service is not delivered, citizens 

should be offered an apology, a full explanation and a speedy and effective remedy; and 

when complaints are made, citizens should receive a sympathetic, positive response; and  

 Value for Money where the public service should be provided economically and efficiently 

in order to give citizens the best possible value for money. 

 

The Batho Pele culture is based on eight principles set out in the White Paper on Transforming 

Public Service Delivery. In the KwaZulu- Natal Province three more principles were added making 

eleven principles in total. The purpose is to:  

 Deliver Service excellence 

 Turning Service Delivery into Service Excellence  

 Transforming Service Delivery in the Public Service  

  Implementing and integrating the 11 Batho Pele principles within Provincial and Local 

Government 

Three additional principles: 

 Encouraging innovation and rewarding excellence all citizens without reservations will 

have equal access to all services rendered.  

 Leadership and strategic direction Managers will lead by example and will endeavour 

to ensure that the vision, mission and goals are articulated and embraced by all 

 Service delivery impact we shall endeavour to assess the impact of our services 

annually and ascertain whether we are achieving our specified objectives   
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8. THE FOUR PILLARS OF BATHO PELE REVITALISATION STRATEGY 

8.1 Re-engineering and improving the back-office operations of 

government 
This pillar includes efforts to improve systems, work processes and institutional structures, which 

collectively make service delivery possible. Re-engineering and improving back-office may 

involve the following operations: 

 Introducing effective performance management systems; 

 Revising organisational structures to support work objectives; 

 Re-organising work processes to use staff optimally and minimise inefficiencies; 

 Utilising appropriate forms of technology; and 

 Improving conditions of service. 

Back-office operations often constitute the core of the machinery of service delivery. If they are 

ineffective or poor, the quality of services experienced by consumers is compromised. Although 

the consumer generally does not see these operations and is largely unaware of them, they are 

key to shaping and sustaining the nature and extent of the services citizens eventually receive. 

They represent the macro organisational issues that ultimately make service delivery 

improvement possible. 

8.2 Re-engineering and improving the front-office operations of 

government  
This is the actual interface between the public service and citizens. This is the “face” of 

government citizens see and very largely determines their opinions of government. Typical 

examples of these operations are: 

 Accessing library services 

 Obtaining proof of residence etc 

These operations are very visible and are mostly supported by back-office operations. 

8.3 Internal Communication 
This involves efforts to promote communication within government about service delivery 

transformation and about the critical role that public servants play in the lives of citizens. The 

purpose of internal communication is to instil a greater sense of pride and even loyalty in public 

servants and to lift their morale. Good internal communication can build a strong organisational 
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culture of customer service, promote a sense of belonging and a common purpose and make 

people proud to serve their country by serving their fellow citizens. 

8.4 External Communication 
The purpose of external communication is to find out what end-users need and expect in terms 

of service delivery and, once the services have been defined, to inform them what services are 

available to them and what their rights and obligations are in accessing public services. External 

communication is a two-way process; it involves listening to stakeholders, on the one hand and 

providing them with useful information, on the other. It helps to build constructive relationships 

that will support the process of improving service delivery. 

 

9. IMPLEMENTATION OF BATHO PELE  

9.1 Batho Pele Processes 

9.1.1 Consultation 
It is only through consultation with communities that local government can accurately identify, and 

adequately cater for their needs. The Municipal Systems Act (2000) provides extensive 

requirements for consultation, not only in relation to identifying the needs of local communities 

during the preparation of the IDP, but also with regards to the implementation and review of the 

IDP, Municipal Performance Management System (PMS) and monitoring of municipal 

performance. 

In addition to this, the Act prescribes that communities must participate in the preparation of 

budgets and the making of strategic decisions relating to the provision of municipal services.  This 

requires that appropriate mechanisms, processes and procedures be set in place to enable 

communities to participate in a meaningful way in these matters. Such mechanisms, processes 

and procedures must provide for: 

 the  receipt,  processing  and  consideration  of  petitions  and  complaints  lodged  by  

members  of  the  local community; 

 notification and public comment procedures; 

 public meetings and hearings by the municipal council and other political structures; 

 consultative sessions with locally recognized community organizations and  traditional 

authorities as and where appropriate; and 

 report back process to communities. 
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When conceiving of, and setting up these mechanisms, processes and procedures, municipalities 

must take into consideration: 

 The language preferences and usage in the local community 

 Those individuals in the municipality who cannot read,  

 Individuals with disabilities, and  

 The need to ensure ease of access for women and youth and any disadvantaged groups.  

 

It is also the responsibility of Municipalities to inform communities of these mechanisms, 

processes and procedures, as well as the matters on which community participation is 

encouraged, and the rights and duties of the local community members when participating in 

these processes. 

Although local government must set up the mechanisms, processes and procedures in a manner 

appropriate to the local  context,  certain  prescriptions  are  made  in  the  Municipal  Systems  

Act  (2000)  and  the  Municipal  Finance Management  Act  (2003)  regarding:-    

a) Communication to the local community: 

 Notifications  must be placed  in local newspapers  and mainstream  newspapers  

circulating  in the municipal area, and communicated by means of radio broadcasts in a 

language that takes the languages preferences of local community members into 

consideration; 

 A copy of every notice that has to be published in the Provincial Gazette or in the 

printed media in terms of 

 the legislation referred to above, must be displayed at the municipal offices; and 

 When written comments are requested by municipalities, it must be stated in the 

invitation that illiterate individuals will be assisted at a specifically designated place 

by a municipal official to record and/or transcribe these individuals’ comments. 

 

b) Documents to be made public: 

The following documents, in a format that responds to the composition of the local community, 

must be made public: 

•   the Integrated Development Plan (IDP); 

•   the Annual Report; 

•   the Service Delivery and Budget Implementation Plan (SDBIP); and 
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• Any other documents informing communities of their rights and Municipal service 

standards, such as information on the Code of Conduct for municipal employees and 

Service Standards Charters. 

 

While these documents must be made available at the municipality’s head and satellite offices 

and libraries and on the municipal website, the local community has to be notified of the physical 

place and website-address where detailed particulars concerning specific documents can be 

obtained. 

 

c) Official website: 

 If  affordable,  each  Municipality  must  establish  its  own  official  website  and  place  

the  information  and documents, as discussed above on it; 

 If the Municipality cannot afford setting up its own website, it must provide the information 

and documents, as discussed above on an organized local government website 

sponsored or facilitated by National Treasury; and 

 It is the responsibility of the Municipal Manager to ensure that the Municipal website is 

maintained and regularly updated, and accurate as well as timely information is provided 

to the relevant entity for inclusion on a sponsored website, should the Municipality not 

have its own website 

9.1.2 Setting of Service Standards 
 

Key steps in the setting of service standards are: 

Step 1: Identifying all service beneficiaries; 

Step 2: Documenting all services – every interaction of a municipality with the public is 

linked to the provision of a specific service and should as such have a service standard; 

Step 3:  Identifying partners – some services   are provided   in collaboration with partners, 

and these partnerships should be reviewed at both a strategic and operational level; 

Step 4: Assessing current service delivery standards, which entails reviewing the available 

documented service standards in terms of their appropriateness, as well as   current 

performance with regards to their implementation; 

Step 5: Consulting stakeholders through suggestion boxes, complaint analysis,  surveys, 

focus groups, client panels and site visits; and 
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Step 6: Setting service standards, based on the information gathered, that are smart, 

measurable, achievable, realistic, empowering and revisable. 

Once the service standards have been set, they need to be incorporated into the medium and 

long-term planning of the  Municipality  by  communicating  the  service  standards  to  all  

Municipal  officials,  and  incorporating  the  service standards into the Municipality’s IDP and 

SDF. In order to ensure clarity with regard to service standards, it is useful to develop a municipal 

Service Delivery Charter or a Municipal Batho Pele Service Delivery Charter. Such a Charter 

would also  outline  the  service  standards  that  the  community  can  expect  with  regard  to 

services  when  they interact with local government employees. 

9.1.3 Complaints Procedures 
 

A complaints system is a key component of performance management and assessment in the 

municipal sphere, as it provides  crucial  information   regarding  frequently  queried  services  and  

complaints  lodged,  thus  allowing  local government to address these issues in a timely manner. 

The following principles should be followed when setting up such a complaints system: 

Accessibility: A complaint system should be well publicized, easily accessible and easy to 

use. It should allow for complaints to be made in writing (by hand or electronically), face-to-

face, or by telephone in the language commonly used in the local community; 

Speed: Delays in responding to complaints should be avoided and where possible a full 

explanation should follow an immediate and genuine apology.  Where a delay is 

unavoidable, the complainant should be kept informed of progress and notified when an 

outcome can be expected; 

Fairness:  Complaints  should  be  fully  and  impartially  investigated  and  wherever  

possible  an  independent avenue should be offered if the complainant is dissatisfied with 

the initial response; 

Confidentiality: Complainants’ confidentiality should be protected to ensure that they are 

not deterred from lodging complaints; 

Responsiveness:  The  response  to  a  complaint  should  take  full  account  of  the  

individual’s  concerns  and feelings.  Where  a  mistake  has  been  made,  or  the  service  

has  fallen  below  the  promised  standard,  the response  should  be  immediate,  starting  

with  an  apology  and  a  full  explanation,  an  assurance  that  the occurrence  will  not  be  

repeated,  and  then  whatever  remedial  action  is required.  As and where possible, 

municipal officials who deal directly with the public should be empowered to take action 
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themselves to set things right. However, if the front-‐office municipal officials cannot 

address the query, an escalation process should be available to ensure that the issue is 

dealt with by an official who is suitably qualified and able to do so; 

Review: The complaint system should incorporate mechanisms for review and for feeding 

back suggestions for change to those who are responsible for providing the service, so as 

to ensure that mistakes and failures are not repeated; and 

9.1.4 Monitoring and Review 
 

Once service standards have been identified through consultation processes and implementation 

is under way, the complaints system needs to be linked to a comprehensive monitoring and review 

process. This process is not just related to the monitoring of access to specific services as agreed 

upon, but also to the performance management process of municipal officials. 

 

With regard to the overall performance of a Municipality, a performance management system 

must be established that is:-  

a) Proportionate to its resources; 

b) Best suited to its circumstances; and   

c) In line with the priorities, objectives, indicators and targets as set out in its IDP. Core 

components of the performance management system are: 

 the setting of appropriate performance indicators and measurable   performance 

targets linked to the municipality’s development priorities and objectives; 

 the monitoring and annual review of municipal performance against the set 

indicators; 

 the taking of steps to improve performance; and 

 the establishment of a reporting process to formal government structures as well 

as to local communities. 

 

It is important to note that service standards should be continually improved, thus the aim of the 

performance management process is not only to identify gaps or compliance with basic standards, 

but also to assist municipalities to incrementally improve the standards of the services it provides. 

It is important that a feedback loop exists between the  monitoring  and  review  process  and  

those  responsible  for  providing  the  service,  to  ensure  that  gaps  can  be addressed and 

successes built upon. 
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With regard to municipal officials, performance management has to be undertaken in a 

consultative, supportive and nondiscriminatory manner in order to enhance organizational 

efficiency and effectiveness, accountability for the use of resources and the achievement of 

results. It is important that Municipal officials are aware of: 

 the performance cycle; 

 the annual date of performance assessment; 

 the criteria used for his/her performance assessment; and 

 Who the supervisor is that is responsible for monitoring, supervising and assessing their 

performance. 

 

10. THE PROCESS THAT WILL DELIVER ON THE PURPOSE, 

OBJECTIVES AND THE PRINCIPLES 
The function should be located or assigned within the office of the Accounting Officer i.e. Municipal 

Manager. The White Paper on Transforming Public Service Delivery, 1997 puts responsibility of 

Service Delivery Improvements to the HOD and further states that the responsibility may be 

assigned to a person accountable directly to the Head of Department.The Municipal Manager as 

a custodian of Batho Pele delegates the authority to coordinate the implementation of Batho Pele 

principles in the municipality to Municipal BP Champion. The champion shall ensure the 

implementation of the Batho Pele Policy by doing the following: 

 Determine the dates by which Heads of Departments should set standards  

  Formulate generic standards to be adhered to by all departments of Impendle Local 

Municipality    

 Publish or cause the service standards, for the whole of Municipality, to be published on an 

annual basis.    

 Ensure that all Heads of Departments have a mechanism of ensuring access by customers to 

information on Municipal services and on convenient recourse in the event that promised 

standards are not met.    

 Take any necessary action to promote the Batho Pele principles including but   not limited to 

rewarding for excellent service.    
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10.1 THE ROLES IN THE PROCESS   
 

 Heads of Departments as the main Champions of Batho Pele will be accountable in terms of 

implementing the Batho Pele Principles in their respective Departments.    

 Heads of Departments will ensure that all employees are involved in the whole process of 

Batho Pele by means of consultation.    

 Heads of Departments will formulate a Service Delivery Improvement Plan which will be a 

product of consultation. This programme will include specific service standards, as well as 

proposals for how the departmental systems and procedures will be transformed in line with 

Batho Pele principles.   

  Heads of Departments will nominate the Champions from their respective Departments who 

will support him/her in facilitation and co-ordination of Batho Pele Policy.    

  Heads of Departments delegates powers to the Champions to make decisions on their behalf 

in Batho Pele Forum meetings.    

 The Batho Pele Forum will be formed comprising of the Champions, and it will meet once a 

month.    

 The Municipal BP Champion delegated by the Municipal Manager will be the Chairperson of 

the Batho Pele Forum.  

 Middle Managers will ensure that supervisors implement the Batho Pele Policy in their 

respective sections.    

 Supervisors will ensure that their employees adhere to the Batho Pele Policy. 

 The Municipal Manager will ensure that proper consultation is made to the Mayor , Speaker 

and council by tabling a quarterly reports to full council meetings             

11. MUNICIPAL BATHO PELE CHAMPION  
 

Batho Pele Champion needs to possess multi-skills and variety of qualities to ensure that they 

are capable to perform their duties accordingly. Some of the attribute include but not limited: 

• Customer centric person 

• Strong Batho Pele passion 

• Honesty, trustworthy, reliable and friendly person 

• Ability to maintain a positive attitude at all times 

• Willingness to travel extensively 
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• Have excellent facilitation skills 

• Have conceptual understanding of Batho Pele 

 

11.1 Duties of the Municipal Batho Pele Champion  
 

BP Champion should not be seen as isolated individual that would disrupt progress and change 

organisation. Therefore Municipal Batho Pele Champion is expected to perform following duties: 

 Coordinate the implementation of various BP initiatives to enhance service delivery.  

 Be an advocate for service delivery improvement efforts (ensure organisation lives by BP 

ethos e.g. wearing of name badges). 

 Ensure redress of BP violations at appropriate level (play a role in ensuring that general 

public is aware of their service rights, ensure complaints-handling mechanism systems, 

make public aware of the complaints mechanism and address matters reported). 

 Serve as a link between Provincial / District & Local Spheres of govt. (Local to report to 

district, district to province and province to national) 

 Ensure that mainstreaming and institutionalizing of BP takes place (ensure training 

programmes on BP take place e.g. induction, orientation and front-line trainings. Also 

ensure BP Change Management programme is rolled out to all employees). 

 Set-up and coordinate BP Forum meetings at municipal level (establish municipal forum, 

serve as a member of district/provincial forum that meets on regular basis) 

  Organize municipal BP Learning Networks (ability to be trained and train others, 

facilitate workshops, learning sessions with public servants) 

 Create synergy among various environments 

 Report on the implementation or regular basis to forum next on hierarchy. (Compile 

quarterly progress reports as required). 

11.2 Batho Pele Forums  

11.2.1 Municipal Batho Pele forum 
It consist of representatives from each internal Departments within the municipality. The forum 

has to meet on a monthly basis deliberating on the implementation Batho Pele initiatives to 

enhance service delivery.  
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11.2.2 District Batho Pele Forum 
It consist of all Batho Pele Coordinators from all Local Municipalities with the District to create a 

platform to discuss challenges and supporting mechanisms to assist one another as public 

servants as well as to create a platform that encourages networking and sharing of best 

practices 

11.2.3 Provincial Batho Pele Forum  
Provincial BP Forum aims to create a learning platform for departments across the three 

spheres to share initiatives, experiences and lessons learnt in the implementation of processes 

towards improving service delivery. Departments and Municipalities are represented by their 

Batho Pele Coordinators.  
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12. BATHO PELE ACTIVITIES PER PRINCIPLE 
PRINCIPLE /  ITEM  EXPECTED OUTPUT  RESPONSIBLE EVIDENCE F ILE  

1. CONSULTATION  
 
C IT IZENS WILL BE 

CONSULTED ABOUT THE 

LEVEL AND QUALITY OF 

PUBLIC SERVICES THEY 

RECEIVE AND WHEREVER 

POSSIBLE ,  WILL BE 

GIVEN A CHOICE ABOUT 

SERVICES THAT ARE 

OFFERED .    

 Customer Satisfaction 
Survey 

 Stakeholders Meetings 
 Outreach Campaigns 
 Radio Talk Shows 
 Feedback Meetings 
 Suggestion Boxes, help 

Desk  
 Izimbizo/Summits/Midterm 

Reviews 
 Service Commitment 

Charter  
 

MIDP 
MCOMMS 

Cllrs 

BPC 

 

 Customer Satisfaction 
Survey Reports 

 Minutes of meetings eg. 
Client Liaison Meeting, 
Outreach Programmes, 
Batho Pele Forums, 
OSS War rooms, etc. 

 Photos with caption 
notes at the end and 
date 

 Registers as 
confirmation that 
policies and all relevant 
documents were 
circulated to all staff. 

 Proof that there is a 
service commitment 
charter in place and 
staff has been consulted 
on it. 

 Attendance Registers of 
meetings 

 Relevant policies and 
prescripts and proof that 
documents have been 
circulated to all staff 

 Proof that feedback 
meetings conducted 

 Quarterly Reports  

 Consultation Plan 
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2. SERVICE STANDARDS  
 
WHILE WE SHOULD 

CONTINUALLY TRY TO 

IMPROVE THE SERVICE 

WE GIVE ,  IT 'S ALSO 

ABOUT HOW WELL WE 

PROMISE TO DELIVER 

OUR SERVICE AT ANY 

TIME .  IF WE ALREADY 

KNOW WHAT IS 

IMPORTANT TO OUR 

CUSTOMERS THEN WE 

CAN SET SERVICE 

STANDARDS WHICH MUST 

BE REALISTIC 

DEPENDING ON THE 

RESOURCES WE HAVE .  

WE SHOULD ALSO BE 

ABLE TO MEASURE 

THESE STANDARDS SO 

THAT EVERYONE CAN 

SEE IF THEY ARE BEING 

MET .   
 

 Developed and 
implemented the Service 
Commitment Charter 
containing service 
standards  

 Measurement of service 
standards 

 Customer evaluation of 
Service Standards 

 Address dips in 
performance  

 

ALL  HODs 

 

 Copies of Service 
Commitment charter 
with relevant standards 

 Customer evaluation 
questionnaires 

 Consolidated reports on 
customer evaluations 

 Evidence that service 
standards are measured 

 

3. ACCESS  
 
ALL CITIZENS WITHOUT 

RESERVATIONS WILL 

HAVE EQUAL ACCESS TO 

ALL SERVICES 

RENDERED .   

 Accessibility 

 Ramps  

 Updated Website 

 Simple And Understandable 
Language Be Used 

ALL HODS 
BP Champion 

 Ramps: Photos with 
caption notes 

 Photos of toilet’s for 
people living with 
disabilities 

 Policies and Prescripts 
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  Customer Care Offices 
Aligned To Local 
Municipalities 

 Information Signs Visible 

 Visible Management 
Organogram In Each Office 

 Directional Signage at Major 
Routes 

 Lowered counters 

 Evidence that 
information is being 
updated on the 
municipality’s Website 

 Photos with caption : 
Signage at major routes 
 

4. COURTESY  
 
C IT IZENS WILL BE 

TREATED WITH 

COURTESY AND 

CONSIDERATION  

 Citizen’s To Be Greeted In A 
Friendly Manner (Telephone 

 Etiquette) Answering Phone 
In 3 Rings, Return Calls  

 Practice Code of Conduct, 
courtesy Code  

 All Staff Be Identified By 
Name Tags 

 Training on Customer Care 
And Batho Pele 

 Go An Extra Mile When 
Performing Duties 

 Name Tags on doors 

 Code of conduct 

 Helpdesk  

 Reception Area 
 

 

HODs 

All Employees 

All Councillors 

 Evidence on Staff 
training on telephone 
etiquette, customer care 
training, Batho Pele 
principles   

 Evidence that 
suggestions were 
attended to eg. 
Registers, reports with 
dates  

 Evidence that staff have 
received training on the 
code of conduct, 
courtesy code  

 Evidence that staff have 
been trained on 
attending to people 
living with disabilities. 

 

5. INFORMATION  
 
C IT IZENS HAVE A RIGHT 

TO FULL,  ACCURATE 

INFORMATION OF  

 Citizen Charter 

 Newsletter, brochures  

 Annual Report, budget 
Speech 

 Training/Information Session 

HODs 

ICT 

 Service Charter 

 Organogram 

 Evidence of training 
conducted for staff 
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SERVICES WE RENDER  
 

 Induction Programme  
ENSURE USER FRIENDLY 

LANGUAGE  

 Customer  assessment 
Survey Made Available 

 Posters on Office Hours, 
Services rendered 

 Updated Website  
 

BP Champion  Newsletter in English 
and Zulu 

 Posters, pamphlets in 
English and Zulu 

 Evidence that 
customers are being 
informed about Services  
provided 

 Evidence that clients 
receive annual reports 
and budget reports 

 Evidence that the code 
of conduct has been 
signed by all staff 

 Evidence that all client 
related information is 
distributed in a language 
that is understandable 
by the client 

 Simplified Annual 
Report to citizens 

6. OPENNESS AND 

TRANSPARENCY  
 
WE DO RECOGNIZE THAT 

OPENNESS AND 

TRANSPARENCY ARE THE 

CORNERSTONE OF OUR 

DEMOCRACY  
 

 Details Of Location, 
Management Structure 

 Annual Report And Budget 
Speech 

 Regular Meetings 
MANAGEMENT ORGANOGRAM  

HODs 

Cllrs 

BP Champion 

 Minutes of Batho Pele 
forums 

 Evidence that Annual 
Report are being 
distributed to clients  

 Evidence that all client 
related information is 
being distributed to all 
clients  

 Website 
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7. DEALING WITH 

COMPLAINTS /REDRESS  
 
WE RESPECT THE RIGHT 

OF CITIZENS TO 

COMPLAIN IF OUR 

SERVICES ARE POOR OR 

UNSATISFACTORY  
 

 Sympathetic and Positive 
Response. 

 Contacts Details For Offices 
Be Visible,  

 Complaint Procedure Be 
Accessible  

 Training On Dealing With 
Complains, 

 Admit Mistakes Or Oversight 

 Apologize and Acknowledge 
the problem- Do Not confront 
the person 

 Respond to telephonic, 
electronic and written 
complaints 

 Offer assistance and refer 
queries to relevant 
Component where 
necessary.  

 Constructive Criticism , 
Suggestions About Services 
Should Be welcomed for 
improvement e.g. Suggestion 
Boxes 

 

HODS 

Cllrs  

BP Champion 

 

 Evidence of training on 
Dealing with Complaints 

 Evidence that client 
queries and complaints 
are being dealt wit 

 Complaints 
Management Register 

 Evidence that there is a 
complaints management 
committee in place e.g. 
Signed minutes 

 Evidence of a 
complaints management 
system eg. No. of times 
suggestion boxes are 
checked, resolved 
complaints and 
complaints reporting 
tools e.g. form in IsiZulu 
and English 

 

8. BEST VALUE  
 
WE SHALL ENDEAVOUR 

TO USE PUBLIC 

RESOURCES 

EFFICIENTLY , 
EFFECTIVELY AND 

ECONOMICALLY  

 Simplify Processes And 
Procedures 

 Development System To 
Enhance Productivity 

 Identify Financial Risk And 
Manage Them Effectively 

 Strengthen Management And 
Control To Prevent Fraud,  

CFO  

Internal Audit 

AO\MM 

 Evidence of a Risk 
Management Plan in 
place 

 Evidence of Fraud and 
Corruption workshops 
conducted 
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  Corruption, And Mal-
administration, keep to 
Personal deadlines.  

 Ensure Compliance To 
MFMA Act and Tender 
Procedures 

 Look For Better Ways Of 
Doing Work 
 

 Evidence on waste 
elimination plans or 
attempts 

 Evidence on trainings 
provided on 
efficiency/productivity 

 Plans on how to achieve 
better value for money 

9. ENCOURAGING 

INNOVATION AND 

REWARDING 

EXCELLENCE  
 
ALL CITIZENS WITHOUT 

RESERVATIONS WILL 

HAVE EQUAL ACCESS TO 

ALL SERVICES 

RENDERED . 
 

 Encourage Innovation And 
New Ideas To Improve 
Processes and procedures 

 Keep Track of Individual 
ideas And Performance, 
Impact Made. 

 Recognize And Reward 
Committed Officials 
(Individual /Teams) 

 Municipal Service Excellence 
Awards 
 

HODS 
 

M:PMS 

INTERNAL AUDIT 

 Evidence of Reward 
systems in place 

 Evidence of recognition 
of individual ideas and 
performance 

 Photos with caption 
notes eg. Photos of 
award programmes 

 Evidence of letters of 
appreciation sent to 
sections and individuals 
recognizing 
performance 

10. LEADERSHIP AND 

STRATEGIC D IRECTION  
 
MANAGERS WILL LEAD 

BY EXAMPLE AND WILL 

ENDEAVOUR TO  
ENSURE THAT THE 

VISION ,  MISSION AND 

GOALS ARE 

ARTICULATED AND 

EMBRACED BY ALL  

 Service Delivery 
Improvement Plan  

 Strategic Plan be developed 
and reviewed Annually 

 Feedback to Employees 
through Meetings, EMANCO 

 Incorporate  Batho Pele 
Principles in Performance 
Agreement For section 56 
Managers 
 

MUNICIPAL  

MANAGER 
 Service Delivery 

Improvement Plan 

 Evidence of feedback 
meeting to employees 
through meetings eg. 
Signed minutes of 
meetings, attendance 
registers 

 Photos with captions eg. 
Photos of outreach 
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programmes, Izimbizo 
etc. 

 Evidence that Batho 
Pele Principles are 
incorporated in the 
Performance 
agreements of section 
56 managers 

 Evidence of internal 
surveys conducted 
where internal clients 
assess leaders. 
 

11. SERVICE DELIVERY 

IMPACT  
 
WE SHALL ENDEAVOUR 

TO ASSESS THE IMPACT 

OF OUR SERVICES 

ANNUALLY AND 

ASCERTAIN WHETHER WE 

ARE ACHIEVING OUR  
SPECIFIED OBJECTIVES   
 
 

 Impact can be measured at 
Monthly Reporting and  Mid 
Term Reviews  

 The Annual Report 
 

M:  PMS 
M:IDP 

 Evidence in the form of 
Monthly, Annual, 
Quarterly and Mid Term 
Review Reports  

 Evidence in the form of 
minutes 

 Projects aimed at 
maximizing Service 
Delivery Impact 
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13. CONCLUSION 
 

 All Managers have a duty to ensure that the values and behavioural norms of their 
departments are in line with the Principles of Batho Pele. 

 The Municipal Code of Conduct and other Human Resources Policy for shall come into 
effect should an Employee or Staff member be found to have acted in a manner that 
contradicts Batho Pele. 

 The Batho Pele policy will be reviewed on an annual basis 

 


