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PROPOSED	DRAFT	FIVE	YEAR	CORPORATE	SCORECARD	

2012/13	TO	2016/17	
STRATEGIC	FOCUS	AREA	and		OBJECTIVES

	SFA	1	-	OPPORTUNITY	CITY
Objective	1.1	Create	an	enabling	environment	to	attract	investment	to	generate	economic	growth	and	job	creation

Objective1.2	Provision	and	maintenance	of	economic	and	social	infrastructure	to	ensure	infrastructure-led	growth	and	development

Objective	1.3	Ensure	mobility	through	the	implementation	of	an	effective	public	transport	system

Objective	1.4	Leveraging	the	city’s	assets	to	drive	economic	growth	and	sustainable	development

Objective	1.5	Maximise	the	use	of	available	funding	and	programmes	for	training	and	skills	development

SFA	2	-	A	SAFE	CITY	
Objective	2.1	Expanding	staff	and	capital	resources	in	the	policing	departments	and	emergency	services	in	order	to	provide	improved	services	to	all,	especially	the	most	vulnerable	
communities

Objective	2.2	Resourcing	of	Departments	in	Pursuit	of	Optimum	Operational	Functionality

Objective	2.3	Improved	efficiency	through		information	and	technology	driven	policing

Objective	2.4	Improve	efficiency	of	policing	and	emergency	staff	through	effective	training

Objective	2.5	Improve	safety	and	security	through	partnerships

SFA	3	-	A	CARING	CITY
Objective	3.1	Providing	access	to	social	services	to	those	that	need	them

Objective	3.2	Promote	a	sustainable	environment	through	the	efficient	utilisation	of	resources	

Objective	3.3	Providing	services	to	all	the	citizens	of	the	city

Objective	3.4	Ensure	innovative	human	settlements	for	increased	access	to	those	that	need	them.

Objective	3.5	Assess	the	possible	sale/transfer/transaction	of	rental	stock	to	clearly	identified	beneficiaries	within	established	criteria

Objective	3.6	Provide	for	the	needs	through	improved	services	in	informal	settlements	and	backyard	residences

Objective	3.7	Provision	of	effective	Environmental	Health	services

Objective	3.8	Provision	of	effective	Air	Quality	Management	and	Pollution	(including	noise)	Control	Programmes

Objective	3.9	Provision	of	effective	Primary	Health	Care	services

Objective	3.10	Provision	of	Substance	Abuse	Outpatient	Treatment	and	Rehabilitation	services

SFA	4	-	AN	INCLUSIVE	CITY
Objective	4.1	Ensure	responsiveness	by	creating	an	environment	where	citizens	can	communicated	with	and	be	responded	to

Objective	4.2	Provide	facilities	to	make	citizens	feel	at	home

SFA	5	-	A	WELL-RUN	CITY
Objective	5.1	Ensure	a	transparent	and	corruption-free	government

Objective	5.2	Establish	an	efficient	and	productive	administration	that	prioritizes	delivery

Objective	5.3	Ensure	financial	prudence	with	clean	audits	by	the	Auditor	General
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1.1 Create an enabling environment to attract 
investment to generate economic growth and job 
creation

1.A Percentage of Building plans approved within statutory timeframes (30-60 
days)

1.B Percentage spend of capital budget

1.C Rand value of capital invested in engineering infrastructure

1.D  Percentage of operating budget allocated to repairs and maintenance

1.E Percentage spend on repairs and maintenance 

1.F Number of Expanded Public Works programmes (EPWP) jobs created

1.3 Ensure mobility through the implementation of 
an effective public transport system 1.G Annual passenger journeys on the MyCiti public transport system

1.4 Leveraging the city’s assets to drive economic 
growth and sustainable development 1.H Percentage of the rand value of purchase orders allocated to 

B-BBEE providers 

1.5 - Maximise the use of available funding and 
programmes for training and skills development

1.I .(a) Number of external trainee and bursary opportunities (excluding 
apprentices 

1.I .(b) Number of  apprentices

2.A Community satisfaction survey (Score 1 -5) - safety and security 

2.B Percentage reduction in accident rate at five highest frequency intersections

2.C Percentage response times for fire incidents within 14 minutes from call 
receipt up to arrival 

3.A Number of social development programmes implemented

3.B Number of recreation hubs where activities are held on a minimum of 5 days 
a week

 - Number of additional water services points (taps) installed

-  Number of additional sanitation service points (toilets) installed

 -  Percentage of known informal settlements with access to solid waste weekly 
services
 - Percentage of known informal settlements that achieve each of the four 
different standards of cleanliness

Level 1: 
Level 2:
Level 3:
Level 4:

3.D Number of additional electricity subsidised connections installed

3.4 Ensure innovative human settlements for 
increased access to those that need them 3.E Number of housing opportunities provided per year 

3.7 Provision of Effective Environmental Health 
Care 3.F Percentage compliance with drinking water quality standards

3.8 Provision of effective Air Quality Management 
and Pollution (including noise) Control 
Programmes 

3.G Number of days when air pollution exceeds RSA Ambient Air Quality 
Standards
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Objective

3.3 Providing services to all the citizens of the city

1.2 Provision and maintenance of economic and 
social infrastructure to ensure infrastructure-led 
growth and development

PROPOSED	DRAFT	FIVE	YEAR	CORPORATE	SCORECARD
2012/13	TO	2016/17

SFA

3.C Improve basic services 

2.1 Expanding staff and capital resources in the 
policing departments and emergency services in 
order to provide improved services to all, 
especially the most vulnerable communities

3.1 Providing access to social services to those 
that need them

Key Performance Indicator
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ObjectiveSFA Key Performance Indicator

3.9 Provision of effective Primary Health Care 
services 3.H New Smear Positive TB Cure Rate

4.1Ensure responsiveness by creating an 
environment where citizens can be communicated 
with and be responded to

4.A Percentage adherence to Citywide service standard based on all external 
notifications 

4.2 Provide facilities to make citizens feel at home 4.B Customer satisfaction survey (Score 1 -5 Likert scale) -community facilities

5.A Percentage of employees who are truly motivated and will go above and 
beyond the call of duty, as measured in a biennial Staff Engagement Survey

5.B Community satisfaction survey (Score 1 -5) - city wide

5.C Opinion of the Auditor General

5.D Opinion of independent rating agency 

*	The	baseline	figures	will	be	finalised	and	updated	with	the	actual	achievements	after	30	June	2012.		These	figures	will	be	available	at	www.capetown.gov.za/idp	after	September	2012.

5.2 Establish an efficient and productive 
administration that prioritizes delivery

5.3 Ensure financial prudence with  clean audit by 
the Auditor General
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2012/13 2013/14 2014/15 2015/16 2016/17

60% 80% 82% 85% 87% 90%

77%
R2,858 bn

90%
Rbn

91%
Rbn

92%
Rbn

93%
Rbn

94%
Rbn

R1,309 bn R1,931 R1,845 R1,812 TBD TBD

6.33% 7,5% 7,6% 7,7% 7,8% 7,9%

100% 100% 100% 100% 100% 100%

13 145 35 000 37 500 40 000 42 500 45 000

New 10 Million 12 Million 15 Million 19 Million 20 Million

50% 50% 50% 50% 50% 50%

524

193

625

230

700

250

750

270

800

300

850

320

2.7 ≥ 2.7 2,8 2,8 2,8 2,9

New 5% 4% 4% 3% 3%

77.6% 80% 81% 82% 83% 84%

New 7 7 7 7 7

New 25 40 40 55 55

511 990 1 020 1 040 1 070 1 100

4 734 5 470 5 630 5 800 5 970 6 140

New 100% 100% 100% 100% 100%

New

 

5%
52%
40%
3%

10%
60%
29%
1%

15%
65%
20%
0%

20%
70%
10%
0%

25%
75%
0%
0%

1 324 2 200 2 300 2 400 2 500 2 600

7 472 12 281 19 544 TBD TBD TBD

99% 98% 98% 98% 98% 98%

New <25 <25 <25 <25 <25

PROPOSED	DRAFT	FIVE	YEAR	CORPORATE	SCORECARD
2012/13	TO	2016/17

Proposed targets

3.C Improve basic services 

Baseline
2010/11
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Proposed targetsBaseline
2010/11

83% 83% 83% 83% 84% 85%

New 95% 95% 95% 95% 95%

3,1 3,2 3,2 3,3 3,3 3,4

37% n/a 39% n/a 41% n/a

2,7 2,8 2,8 2,9 2,9 3

Unqualified 
Audit Clean Audit Clean Audit Clean Audit Clean Audit Clean Audit

High investment 
rating of Aa2.za

High 
investment 

rating 
(subject to 
sovereign 

rating)

High 
investment 

rating 
(subject to 
sovereign 

rating)

High investment 
rating 

(subject to 
sovereign 

rating)

High 
investment 

rating 
(subject to 
sovereign 

rating)

High 
investment 

rating 
(subject to 
sovereign 

rating)
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INDICATOR IDP

1.A Percentage of Building  plans 
approved within statutory timeframes (30-
60 days) 

1.1 (e) 

1.B Percentage spend of capital budget 1.2 (c) 

1.C Rand value of capital invested in 
engineering infrastructure 1.2 (c) 

1.D  Percentage of operating budget 
allocated to repairs and maintenance

1.2 (c) 

1.E Percentage spend of repairs and 
maintenance budget 

1.2 (c) 

1.F Number of Expanded Public Works 
programmes (EPWP) jobs created 1.2 (e) 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

1.G Annual passenger journeys on the 
MyCiti public transport system 1.3 (c) 

1.H Percentage of the rand value of 
purchase orders allocated to 
B-BBEE providers 

1,4

1.I Number of external trainee and 
bursary opportunities created 

1.5 (a) 

2.A Community satisfaction survey 
(Score 1 -5) - safety and security 2.4 (a)
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

2.B Percentage reduction in accident rate 
at five highest frequency intersections 2.1 (a)

2.C Percentage response times for fire 
incidents within 14 minutes from call 
receipt up to arrival  

2.1 (a)

3.A Number of social development 
programs implemented 2.5 (a)

3.B Number of recreation hubs where 
activities are held on a minimum of 5 
days a week

3.1 (a)
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

 -  Number of additional water services 
points (taps) installed

3.3 (a)

-  Number of additional sanitation service 
points (toilets) installed 3.3 (a)

 -  Number of additional sanitation 
service points (toilets) installed 3.3 (a)

 -  Percentage of known informal 
settlements with access to solid waste 
weekly services

3.3 (a)

 - Percentage of known informal 
settlements that achieve each of the four 
different standards of cleanliness
Level 1; Level 2; Level 3; Level 4

3.3 (a)

3.D Number of additional electricity 
subsidised connections installed 3.3 (a)

3.C Improve basic services
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

3.E Number of housing opportunities 
provided per year 3.4 (d)

3.F Percentage compliance with drinking 
water quality standards 3.7 (a)

3.G Number of days when air pollution 
exceeds RSA Ambient Air Quality 
Standards

3.8 (a)

3.H New Smear Positive TB Cure Rate 3.9 (a)
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

4.A Percentage adherence to Citywide 
service standard based on all external 
notifications

4.1 (a)

4.B Customer satisfaction survey (Score 
1 -5 Likert scale) -community facilities

4.2 (a)

5.A Percentage of employees who are 
truly motivated and will go above and 
beyond the call of duty, as measured in a 
biennial Staff Engagement Survey

5.2 (b)
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INDICATOR IDP

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

5.B Community satisfaction survey 
(Score 1 -5) - city wide 5.2  (c) 

5.C Opinion of the Auditor General 5.3 (a)

5.D Opinion of independent rating 
agency 5.3 (a)
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INDICATOR DEFINITION 

Percentage of applications approved within statutory timeframes (30 – 60 days). The objective is to improve approval time of the applications. This 
improvement is in the trend over the cause of the five year term of the Integrated Development Plan, but targeted annually as the weighted average 
percentage achieved for the specific year. The approval of Building plans are measured within the statutory time frames of < 500 m2 (30 days) and > 500 m2 
(60 days). Refer Section A7 of the National Building Regulations Act, Act 103 of 1977.

Date and Time Stamped Data: A cut-off date of 3 days of the next month is allowed for the capturing of the previous month’s production (i.e. 30th or 31st day of 
the month). Statistical data will be extracted on the 4th day, with a date and time stamp and reported accordingly and will be reported as a weighted average 
percentage for the two categories of building plans.

Percentage reflecting year to date spend / Total budget less any contingent liabilities relating to the capital budget
The total budget is the council approved adjusted budget at the time of the measurement. 
Contingent liabilities are only identified at the year end.

Investment into engineering infrastructure relates to growth, refurbishment and replacement of water, sanitation, electricity, solid waste (removal and disposal), 
roads, stormwater, transport and broadband infrastructure.  

Repairs and maintenance expressed as a percentage of the total operating budget. 
Maintenance is defined as the actions required for an asset to achieve its expected useful life. Planned Maintenance includes asset inspection and measures 
to prevent known failure modes and can be time or condition-based. 

Repairs are actions undertaken to restore an asset to its previous condition after failure or damage. Expenses on maintenance and repairs are considered 
operational expenditure.

Percentage reflecting year to date spend (including secondary cost) / total repairs and maintenance budget 
Note that the in-year reporting during the financial year will be indicated as a trend (year to date spend), because in-year target setting is not possible at this 
stage.
Maintenance is defined as the actions required for an asset to achieve its expected useful life. Planned Maintenance includes asset inspection and measures 
to prevent known failure modes and can be time or condition-based. 

Repairs are actions undertaken to restore an asset to its previous condition after failure or damage. Expenses on maintenance and repairs are considered 
operational expenditure.

This  indicator measures the number of work opportunities created through the expanded Public Works Programme (EPWP).  
•  An EPWP work opportunity is paid work created for an individual on an EPWP project for any period of time, within the  employment conditions of the Code 
of Good Practice for Special Public Works Programmes.                                              
• All learnerships, in-service training and students under a pay rate of R25 an hour also constitute a work opportunity. 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

The takeup of the MyCiTy transport will be determined by the demand.
Definition of passenger journey is calculated from the first boarding of a bus at a feeder stop or trunk station to the last exit from a bus at a feeder stop or trunk 
station and includes any transfers between buses (single journey).
Ratio of the total rand value of purchase orders allocated to  B-BBEE suppliers/service providers to the total overall rand value of purchase orders allocated to 
suppliers/service providers by the City of Cape Town

This measures the number of learning opportunities created for the unemployed youth as a contribution to the job creation initiative and provision of real world 
of work exposure to graduates. This includes external bursaries awarded, in-service student training opportunities, graduate internships, learnerships and 
apprenticeships. 

There are two measures under this indicator.  
Measure (a) includes external bursars, in-service student trainees, graduate interns and learner (Learnership beneficiary).  Measure (b) includes apprentices.   
Both measures are accumulative quarterly measures.  The target refers to the 4th quarter final total.

This indicator measures community perception in respect of the prevailing levels of general disorder in the City. “Anti-social behaviour and Disorder” are 
concepts frequently used in the law enforcement environment to describe the prevailing sense of lawlessness in a particular area and refers to minor crimes, 
by-law offences, nuisances and traffic offences which impacts directly on the quality of life of residents. The City’s Community Satisfaction Survey measures 
public perception around a number of these issues i.e. 
• Visible presence of traffic enforcement
• Action taken against illegal land invasions
• Action taken against illegal dumping
• Acting on complaints relating to noise and other disturbances
• By-Laws being enforced. 

Total score in respect of the section in the survey that relates to anti-social behaviour and general disorder.  Questionnaires completed by residents as part of 
the City’s Community Survey which inter alia measures public perception around the following: 
• Traffic Enforcement 
• Illegal land invasion 
• Illegal dumping 
• Noise and disturbances
• General enforcement of the City’s By-Laws. 
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

This indicator measures the decrease of vehicle accidents in the five highest identified accident frequency locations. These locations are: 
• M7 x Voortrekker Rd
• N7 x Bosmansdam Rd
• Section Str x Koeberg Rd
• Cannon Rd x Voortrekker Rd x Koeberg Rd (Maitland)
• Victoria Rd x N2-West (Somerset West)

Formula: ((B-A)/A )*100 
Component A -  Accidents recorded at the five highest identified accident intersections as reflected in the 2008 accident statistics.  
Definition - represents the sum of the accidents at the five locations.  The Road Accident Report represents an accurate account of the occurrence of 
accidents. It is based on the accident data base kept by the City's Transport and Roads Dept. 

Component B - Accidents recorded at the five highest identified accident locations in the current financial year. 
Component Definition - represents the sum of the accidents at the five locations for the current.  Action Schedule in respect of High Accident Frequency 
Locations reflects all accidents that occurred at the 5 identified locations. Action Schedules are compiled on a daily basis. In addition, statistics are obtained 
from the relevant SAPS Stations where all accidents have to be reported. 

Percentage response times for fire incidents within 14 minutes from call receipt up to arrival.

The indicator refers to the number of social developmental programs implemented.  Seven programmes have been identified and each program will consist of 
a number of projects and interventions. The programs are listed below:

- Youth development - 6
- ECD training - 8
- Social entrepreneurship - 2
- Vulnerable groups (senior citizens, gender and disability) - 3
- Street people - 6
- Substance abuse - 2
- Poverty alleviation and reduction - 3 

A Recreation Hub is a community facility, which focuses on implementing a variety of sport and recreation activities for at least five days a week, for at least 3 
hours per day.  Activities will target all sectors of the community namely children, youth and adults.  Activities will be implemented by staff, volunteers, NGO’s, 
clubs and federations.  Examples of activities include sports such as table tennis, board games e.g. chess, morabaraba, fitness activities such as aerobics and 
walking. For the 2012/13 financial year, 29 facilities have been earmarked as Recreation Hubs. 

3.C Improve basic services
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

This indicator reflects the number of additional taps installed in informal settlements and for backyarders in City rental stock (pilot) during the period under 
review. Certain installed taps may however have been vandalised or removed after installation.

- Backyarder installations based on one tap per backyard property which could be serving several households.

This indicator reflects the number of additional toilets installed in informal settlements and for backyarders in City rental stock (pilot) during the period under 
review. Certain installed toilets may however have been vandalised or removed after installation.

- Backyard installations based on one toilet per backyard property which could be serving several households.

This indicator measures the provision of a weekly door-to-door bagged refuse collection service to each dwelling in all known informal settlements.   Over and 
above the door-to-door refuse collection service the communities receive an on-going litter picking service inside the informal settlement in all pathways, 
access tracks, roads and  open spaces.

This indicator measures the provision of a weekly door-to-door bagged refuse collection service to each dwelling in all known informal settlements.   Over and 
above the door-to-door refuse collection service the communities receive an ongoing litter picking service inside the informal settlement in all pathways, access 
tracks, roads and  open spaces.

The Solid Waste Management Department has developed a pictorial "Standard of Cleanliness" to be able to hold the service provider in informal settlements to 
a level or standard of service provision.  The "Standard of Cleanliness" is a qualitative performance management tool. Level 1: Desired standard of cleanliness; 
Level 2: Fair / reasonable standard of cleanliness; Level 3: Unacceptable standard of cleanliness and Level 4:  Totally unacceptable standard of cleanliness.

This indicator reflects the number of subsidised connections installed per annum in informal settlements, rental stock backyarders (pilot) and low cost housing.
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

A housing opportunity is access to* and or delivery of one of the following Housing products: (A) Subsidy Housing (BNG), which provides a minimum 40m²
house; (B) Incremental Housing, which provides a serviced site with or without tenure; (C) Rental Housing, which is new Community Residential Units,
upgrading and re-development of existing rental units and Hostels; (D) People’s Housing Process is beneficiaries who maximise their housing subsidy by
building or organising the building of their homes themselves; (E) Land Restitution includes land approved by Council or Court decisions to valid claimants; (F)
Social Housing is new rental units, delivered by the City’s Social Housing partners; (G) GAP Housing is a Serviced plot, a completed Unit for sale or Affordable
units for sale. 

*Access to: is as contemplated in Section 26 (1) of the Constitution of the Republic of South-Africa 1996 i.e. “Everyone has the right to have access to
adequate housing”
Note: An opportunity is specifically defined above and is only counted at a point when specific evidence is available for auditing purposes. The delivery targets
reflected on the Corporate Scorecard and the SDBIP's only reflects delivery by the City. In some instances delivery of a serviced site and a top structure may
be on the same property but is viewed as two opportunities (serviced site and top structure) to align with reporting requirements on expenditure for Grant
Funding as two separate milestones.
A separate report (not for auditing purposes) for Information to Council will reflect total delivery in the City which includes delivery by PGWC (N2, PHP, GAP,
other projects).

Measure of potable water sample pass rate according to the SANS 241 standard.

Description of indicator: Any day when any one of the criteria pollutants at any one of up to a maximum of 13* air quality monitoring stations in the City exceeds 
RSA Ambient Air Quality Standards.   Layman Description: The number of days where one of the identified air pollution particles is above the levels set by the 
RSA Ambient Air Quality Standards.

The indicator measures the number of new smear positive pulmonary TB cases started on treatment on whom there is bacteriological confirmation that the 
patient has responded to treatment and can be considered cured:
Numerator: Number of new smear positive pulmonary TB cases started on treatment on whom there is bacteriological confirmation that the patient has 
responded to treatment and can be considered cured
Denominator: Number of new smear positive pulmonary TB cases
The percentage indicates the previous calendar years figures e.g. for 2012/13 it will be calendar year 2011, etc. B26
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

The 95% as based on the target to be determined at the 30 June 2012. The city is currently achieving 77% within a period of 11 days. The notification system 
is an electronic recording system to capture service requests related to external activities. 
The indicator measures the % achievement of actual against a target, as an average of the following two components: 
• The time to close notifications:  The SERVICE STANDARD will be based on the current average responsiveness across the City.  This will be based on the 4 
month rolling average for the last 12 month period.  This current figure is 11 days.
• The closure rate of notifications:  Based on the same 4 month rolling average over the past 12 month, the current figure is 77% closure at any point in time.
The indicator is calculated as follows:
1.The actual value is determined for each component using ALL external Notification types. The source of information is the SAP system.
2.The target value for each component using ALL external Notification Types is set by each Department, Directorate and Corporately respectively, based on 
actual history and anticipated future workload/interventions.
3.Calculate the actual performance against the target for each component, using the following formulas;
Time to Close % achievement =[target/actual]*100
(Aim is for Actual to be LESS than the Target)
Closure Rate % achievement = [actual/target]*100
(Aim is for the Actual to be MORE than the Target)
4.Calculate the overall performance indicator by averaging the two components.

A statistically valid, scientifically defensible score from the annual survey of residents'  perceptions of the overall performance of the services provided by 
services at community facilities. This is measured by calculating the average of the responses to a number of survey questions related to community facilities.  

The measure is given against the non-symmetrical Likert scale ranging from  :
1 being Poor;  2 being Fair;  3 being Good; 4 being Very Good and 5 Excellent

The objective is to improve the  current customer satisfaction level measured through a community satisfaction survey (Score 1 -5) from the 3.1 baseline set for 
2010/11, to a 3.2 target in 2012/13.  The annual improvement is calculated by determining the difference between the average customer satisfaction scores of 
the different financial years.   

"Fully Engaged" staff are defined as "Employees who are truly motivated and will go above and beyond the call of duty to delight your customers. They are the 
best ambassadors to the marketplace!" - Ipsos -Markinor.  This indicator measures the % staff who fall into this category and is based on the biennial Staff 
Engagement Survey.
The unit of measure is the percentage as determined in a staff satisfaction survey.  The frequency of measurement is two yearly.
Formula:
The formula is the proprietary copyright of the Independent Service Provider, Ipsos-Markinor.  It is based on the responses to the survey which they have 
undertaken.

Public Sector score = 23%; private sector score = 33%
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INDICATOR DEFINITION 

PROPOSED DRAFT FIVE YEAR CORPORATE SCORECARD 2012/13 TO 2016/17

A statistically valid, scientifically defensible score from the annual survey of residents of perceptions of the overall performance of the services provided by the 
City of Cape Town. This is measured by responses to the survey question “Thinking about all the different services provided by the City of Cape Town 
municipality, how would you rate the overall performance of the City of Cape Town?”  

The measure is given against the non-symmetrical Likert scale ranging from  :
1 being Poor;  2 being Fair;  3 being Good; 4 being Very Good and 5 Excellent

The objective is to improve the  current customer satisfaction level measured through a community satisfaction survey (Score 1 -5) from the 2,4 baseline set for 
2008, to a 2,8 in 2012/13.  The improvement is calculated by taking the difference between the different financial years.   

Indicator standard/Norm/Benchmark
The only other comparative would be City of Johannesburg 60%-70% (or 3 – 3.5 on Likert scale).

This indicator measures good governance and accounting practices and will be evaluated and considered by the Auditor General in determining his opinion. 
An unqualified audit opinion refers to the position where the auditor having completed his audit has no reservation as to the fairness of presentation of financial 
statements and their conformity with General  Recognised Accounting Practices.  This is referred to as “clean opinion”. 

Alternatively in relation to a qualified audit opinion the auditor would issue this opinion in whole, or in part, over the financial statements if these are not 
prepared in accordance with General Recognised Accounting Practices or could not audit one or more areas of the financial statements.  Future audit opinions 
will cover the audit of predetermined objectives.

A report which reflects credit worthiness of an institution to repay long-term and short-term liabilities.  Credit rating is an analysis of the City’s key financial data 
performed by an independent agency to assess its ability to meet short- and long-term financial obligations.

Indicator standard/Norm/Benchmark
The highest rating possible for local government which is also subject to the Country’s sovereign rating


