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REPORT TO ExEcUTIVE MAYOR
14 JuNE 2011

CITY OOF CAPE TOWN | ISIXERD SASEKAPA | STAD KAAPSTAD

1 ITEM NUMBER : MC 48/06/11

2 OFFICE OF THE CITY MANAGER: FINAL 2011/2012 DIRECTORATE
EXECUTIVE SUMMARY OF THE SERVICE DELIVERY AND BUDGET
IMPLEMENTATION PLANS (SDBIP)

[-OFISI YOMLAWULI WESIXEKO: I[SISHWANKATHELO SOKUGAQIBELA
SESIGQEBA SECANDELO LOLAWULO ESIJOLISWE KUNIKEZELO
LWENKONZO KOWAMA-2011/2012 NAKWISICWANGCISO
SOKUZALISEKISWA KOHLAHLO-LWABIWO-MALI (SDBIP)

KANTOOR VAN DIE STADSBESTUURDER: DIREKTORAAT SE FINALE
BEKNOPTE OORSIG VAN DIE DIENSLEWERING-EN-BEGROTINGS-
IMPLEMENTERINGSPLAN (SDBIP) VIR 2011/2012

LSU B0934

3 RECOMMENDATION FROM THE CORPORATE SERVICES & HUMAN
RESOURCES PORTFOLIO COMMITTEE: 3 MAY 2011 (CORHR 11/05/11)

RECOMMENDED that the final 2011/2012 directorate executive summary of the
service delivery and budget implementation plan (SDBIP) BE APPROVED.

ISINDULULO SEKOMITI YESEBE LEMICIMBI YEENKONZO ZEZIKO
NEMICIMBI YEZABASEBENZI: 3 MEYI 2011 (CORHR 11/05/11)

KUNDULULWE ukuba MAKUPHUNYEZWE isishwankathelo esiluyilo
sokuggibela sesiggeba seCandelo loLawulo esijoliswe kwisicwangciso sonikezelo
lwenkonzo nesokuzalisekiswa kohlahlo-lwabiwo-mali kunyaka-mali ka-
2011/2012.

AANBEVELING VAN DIE PORTEFEULJEKOMITEE OOR KORPORATIEWE
DIENSTE EN MENSLIKE HULPBRONNE: 3 MEI 2011 (CORHR 11/05/11)

AANBEVEEL dat die direktoraat se finale beknopte oorsig van die
dienslewerings-en-begrotingsimplementeringsplan  vir  2011/2012 GOED-
GEKEUR WORD.

REF TO MAYCO: FEBRUARY 2011
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REPORT To CORPORATE SERVICES AND HUMAN
RESOURCES PORTFOLIO COMMITTEE

MAYcO
COUNCIL

CITY OF CAPE TOWN i ISIXEKD SASEKAPA | STAD KAAPSTAD

ITEM NUMBER : CORHR 11/05/11

SUBJECT (LSUB0934)

OFFICE OF THE CITY MANAGER: FINAL 2011/2012 DIRECTORATE
EXECUTIVE SUMMARY OF THE SERVICE DELIVERY AND BUDGET
IMPLEMENTATION PLAN (SDBIP)

ISIHLOKO

I-OFISI YOMLAWULI WESIXEKO: ISISHWWANKATHELO SOKUGQIBELA
SESIGQEBA SECANDELO LOLAWULO ESIJOLISWE KUNIKEZELO
LWENKONZO KOWAMA-2011/2012 NAKWISICWANGCISO
SOKUZALISEKISWA KOHLAHLO-LWABIWOQ-MALI (SDBIP)

ONDERWERP

KANTOOR VAN DIE STADSBESTUURDER: DIREKTORAAT SE FINALE
BEKNOPTE OQORSIG VAN DIE

DIENSLEWERINGS-EN-BEGROTINGSIMPLEMENTERINGSPLAN (SDBIP)

VIR 2011/2012

PURPOSE

The purpose of this report is to submit to the Portfolio Committee for their
consideration and recommendation to the Executive Mayor, the final 2011/2012
Directorate Executive Summary including the SDBIP.

These documents underpin the 2011/2012 Corporate SDBIP that will be
submitted to the Executive Mayor for approval in terms of section 53 (1)(c){ii) and

69(3){a) of Act No. 56 of 2003: Local Government Municipal Finance
Management Act (MFMA).

FOR DECISION BY

The Executive Mayor in consultation with the Mayoral Committee.
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4. EXECUTIVE SUMMARY

In terms of the MFMA: Municipal Budget and Reporting Regulations, a
Directorate Executive Summary must be completed for each Directorate SDBIP.

The final 2011/2012 Directorate Executive Summary contains inter alia a brief
description of financial information on the capital and operating budget as
required by the Regulations. It also contains a brief description of the directorate’'s
structure, the services provided and the customer groups, as well as how the
directorate’s objectives and indicators relate to the Integrated Development Plan.

The final Directorate Executive Summary will be attached as Annexure A after
the City Manager has signed off the documentation.

The purpose of this report is to submit the final 2011/2012 Directorate Executive
Summary of the SDBIP to the Portfolio Committee for consideration and
recommendation to the Executive Mayor.

The 2011/2012 Directorate Executive Summary and SDBIP will be submitted to
National and Provincial Treasury and the electronic versions will be placed on the
city website at www.capetown.gov.za/idp after noting by Council.

5. RECOMMENDATIONS

6.1 That the Portfolio Committee makes recommendation to the Executive
Mayor on the contents of the final 2011/2012 Directorate Executive
Summary of the Service Delivery and Budget Implementation Plan

6.2 That the Executive Mayor in consultation with the Mayoral Committee
approves the final 2011/2012 Directorate Executive Summary of the
Service Delivery and Budget Implementation Plan

6.3  That Council notes the final 2011/2012 Directorate Executive Summary of
the Service Delivery and Budget Implementation Plan

6. ISINDULULO

8.1 Ukuba iKomiti yeMicimbvi yeSebe mayenze isindululo kuSodolophu
wesiGgeba ngokujoliswe kokugulathwe kwisiShwankathelo sokuggibela
seCandelo loLawulo ngokumalunga noNikezelo iweNkonzo kowama-
2011/2012 nesiCwangciso sokuZalisekiswa koHlahlo-lwabiwo-mali.
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6.2

6.3

Ukuba uSodolophu wesiggeba ecebisana neKomiti yoLawulo yakhe
makaphumeze isiShwankathelo sokugqibela sesiGgeba kwiCandeio

ioLawulo sokuNikezelwa kweNkonzo nesiCwangciso sokuZalisekiswa
koHlahlo-iwabiwo-mali kowama-2011/2012.

Ukuba iBhunga maliqwalasele isiShwankathelo sokuggibela sesiGgeba
seCandelo loLawulo nesiCwangcisc sokuZalisekiswa koHIahIo iwabiwo-
mali kowama-2011/2012.

6. AANBEVELING

6.1

6.2

6.3

Dat die portefeuliekomitee aanbevelings maak by die uitvoerende
burgemeester oor die inhoud van die direktoraat se finale beknopte oorsig
van die dienslewerings-en-begrotingsimplementeringsplan vir 2011/2012.

Dat die uitvoerende burgemeester in oorlegpieging met die
burgemeesterskomitee die direktoraat se finale beknopte oorsig van die
dienslewerings-en-begrotingsimpiementeringsplan vir 201172012
goedkeur.

Dat die Raad kennis neem van direktoraat se finale beknopte oorsig van
die dienslewerings-en-begrotingsimpiementeringsplan vir 2011/2012,

6. DISCUSSION/CONTENTS

a.

Constitutional and Policy Implications

This process is driven by legislation.

Environmental implications

Does your report have any No X Yes []
environmental implications:

Legal Implications

The process of preparing a Service Delivery and Budget implementation
Plan must inter alia comply with : '

Section 53(1)(c)(ii) and 69(3)(a) of Act No. 56 of 2003; Local Government;
Municipai Finance Management Act as well as the Municipal Budget and
Reporting Reguiations (Schedule A, Part 2, Sections 22, 23 & 24).
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In terms of the MFMA: Municipal Budget and Reporting Regulations a
Directorate Executive Summary must be completed for each Directorate
SDBIP.

d. Staff Implications

Does your report impact on staff resources, budget, grading, remuneration, allowances,
designation, job description, location or your organisational structure?
No

Yes ]
e. Risk Implications

Does this report and/or its recommendations expose the City to any risk?
No.

f. Qther Services Consulted
All relevant Directorates were consulted.

ANNEXURES

Annexure A: Final 2011/2012 Directorate Executive Summary of the Service
Delivery and Budget Impiementation Plan will be attached after it
has been signed off by the City Manager.

FOR FURTHER DETAILS CONTACT :

NAME Babalwa Mothibi ,
CONTACT NUMBERS 021 4001355 i
E-MAIL ADDRESS Babalwa. mothibi@capetown.gov.za
DIRECTORATE Office of the City Manager

m/REPORT COMPLIANT WITH THE PROVISIONS OF
COUNCIL'S DELEGATIONS, POLICIES, BY-LAws
AND ALL LEGISLATION RELATING TO THE MATTER
UNDER CONSIDERATION.

LEGAL GOMPLIANCE 7] NON-COMPLIANT

NAME "Sﬂé}d\\} RGMP(N Comment:
TEL 4(;02,'\3 bop — 2753 o

DATE i\ ,Oq;) 20 |4 Based on the contents of the report.
| T
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Comment:

EXECUTIVE DIRECTOR

[Compulsory to Insert name]

(Author to obtain signature before submission to
Executive Support)

DATE /S»ﬂd%’ Fo /)

(Author to obtain all signatures before submission to Executive Support}
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OFFICE OF THE CITY MANAGER

FINAL DIRECTORATE EXECUTIVE SUMMARY

OF THE SERVICE DELIVERY AND BUDGET IMPLEMENTATION PLAN
2011/2012

SLIE

Executive Director: ACHMAT EBRAHIM

Website (o detaied spaip)
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EXECUTIVE SUMMARY

The Office of the City Manager supports the executive and political decision-making process and at the same time ensures compliance
with statutory requirements and City policies, processes and procedures.

The Office of the City Manager comprises of the following Departments:

Executive Support
Forensic Services
Governance and Interface
IDP

Ombudsman's Office

The Executive Support department renders a specialised strategic and operational support to the City’'s Executive and Administrative
decision making authorities of the City directly, through facilitation efficient and effective integrated and political decision-making and
report on implementation thereof for the City of Cape Town. The Forensic Services department serves to promote justice in the
Administration on matters in respect of which the City has executive authority of the right to administer, i.e. to secure, through
infoarmal/alternative means, fairness in the administration of practises, processes and policies. The Governance and Interface
department provides a diverse range of expertise to ensure the promotion of organisational values and good governance princigles. It
service offerings includes the strategic advice, executive and legislative and administrative support to the body politic and_the

administration. e

-3
<

The IDP&OPM is responsible to guide, direct and facilitate the development, implementation, monitoring of, and reporting on the City's .
Integrated Development Plan (IDP) and the Service Delivery Budget Implementation Plans, as well as the production of the City's Annual
Report. This department facilitates the implementation of the Organisational Performance Managements system as well as the
facilitation of the performance management plans and evaluation for the Section 57 appointments. This is being done to meet
stakeholder’s expectations and ensure legislative compliance within available resources to give effect to the City's long-term strategy.
The Directorate is committed to the provision of sound Governance systems, processes and procedures to facilitate decisions taken by
the City and its leaders. The Ombudsman’s Office serve as a catalyst between the Administration and its customers — a third party
neutral that represents the interest, rights, freedoms and guarantees of the City’s customers by holding civil servants accountable to the
peaple.
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PURPOSE AND SERVICE MANDATE OF DIRECTORATE

DEPARTMENT SERVICE MANDATE CUSTOMERS
The Department develops, manages and maintains sound | The department provides a professional service
p . .
governance systems, processes and procedures as a key | to a variety of customers with differing needs.
t fessi ivento C il and the Cit . ) .
ﬁ;ggg?n}ﬁésgee%ﬁ?:s Er:_l_support given to Gouncil and the City ¢ Members of Councit and its committees,
» Council's directives are carried out {in consultation with * The Executive Mayor,
directorates and departments) * The Speaker,
* A structured database of tools and information is in place to | * The City Manager,
improve the effectiveness of the decision-making bodies * The Executive Management Team
» Access fo decisions is always available * [Executive support and four departments
EXECUTIVE SUPPORT |« Impromptu creative and alternative solutions are continuously within the Directorats: Office of the
forthcoming City Manager namely, Forensic Services,
+ Strategic and operationa! support is provided, which includes Ombudsman  Office, Governance and
financial, Human Resource, Project Management, Business Interface and Integrated Planning unit,
Improvement and general administrative support to our internal which  require  Administrative, _Human
departments, and Resource, Project and Financial sugport. :
isat onereln
e+ The City's Language Policy is implemented to enable effective | ©  Organisation as a whole R
internal and external communication -2
-2
* Provide a proactive and reactive investigative forensic and *  Executive Mayor
advisory service ¢ City Manager
FORENSIC SERVICES | » Manage the operations of the Fraud Hotline * Audit committees & SCOPA

Prepare and conduct fraud awareness and anti-corruption

Chief Audit Executive
-]
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policies
o Conduct Departmental fraud reviews

+ Conduct fraud awareness training seminars

EMT
ED: Corporate Services
Citizens, ratepayers and Civic

Organisations

Render management , legal administrative and logistical services to
Council, Political Executive Officers and Subcouncils

Manage and coordinate Council’s public participation process
Manage and execute Executive Special Projects

Ensure efficient and effective management of internal
administrative, logistical and financial processes

Council

Political Office Bearer
Internal Council Departments
Community and Community-based

Organisations

GO\{E?EQEE(?EAND Facilitate, coordinate and promote inter-governmental and Government Departments

international relations State Institutions — |IEC
Plan, manage and execute designated projects utilising internal, National, Provincial and International role-
external and international funding.

. ) . players and partners.
Ensure execution of Council's Social Crime Prevention initiatives.
Provide executive, legal and management support including : :
administrative service to the City's 23 Subcouncils and 111 ward o
Participatory structures —
Faciiitate, coordinate and promote liaison with the designated -~
organs of state, e.g. independent Electoral Commission ce
in response fo its mandate, vision and mission, the |DP Department Council
of the CoCT is responsible for the delivery of the following services: MAYCO
+ Facilitate the process of development of a 5-Year Plan (JDP) Portfolic Committees

and Annual Review for the City; EMT
IDPROPM » Development of the corporate SDBIP Directorates

+ Facilitate the development of operational implementation plans
(SDBIPS)including the Annual Report
+ Monitor and report on the implementation of the IDP and SDBIP

Departments
Departments

Subcouncils
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including the Annual Report;

+ Develop and facilitate the implementation of an Organisational
Performance Management system;

s Facilitate the drafting of the performance plans and the
evaluation of Section 57 appointments; and

» Execute speciai projects e.g. Higher Learning Institutions

Ward forums |
Audit Committee

SCOPA

Communities

National and Provincial Government
Neighbouring municipalities

Higher Learning institutions

OMBUDSMAN

investigate and facilitate the resolutions about alleged
maladministration, injustice, poor service delivery by or gross
negligence any City employee

institute formai mediation processes

Promote a cooperative relationship between the City and a number
of Chapter 9 institutions — Public Protector

Executive Mayor and Councilllors
City Manager and EMT

Residents of Cape Town (Community and

Business

Organised Civil Society

Special Interest Group (e.g. Youth/Disabled
&NGO's

Local, Provincial and National Departments

Chapter 9 Institutions — Public Protector

6L11
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3. SENIOR MANAGEMENT ORGANOGRAM

City Manager:

Mr Achmat Ebrahim
5% Figor Podium

Strategic Advisor;
Mr Arno Vorster
5" Fioor Podium

Exec. Personal Assigtanl:

Mrs, Dianne de Vos
5 Floor Podium

Mr Les Barchard
5 Floor Podium

b ‘ Ombudsman: Chisf Forersi
irector Mr Mbulelo Baba el TOTEs s
Forensic Services

Executive Support 3rd Fivor
Mrs Gillian Kenhardt Tower Block Mr Vincent Botto
5th Floor Podium

No 44 Wale Street

Acting Director: Director: IDP
Governance & interface Me Martin van der
Mr Trevor Holfis-Turner

3rd Floor Podium

Merwe
15" Floor Tower Block

41 staff 12 staff

19 staff

218 staff 20 staff

0811
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This Directorate does not generate revenue

4, LINKAGE TO THE IDP and changes to the indicators and targets
DEPARTMENT STRATEGIC ALIGNMENT TO IDP
EXECUTIVE SUPPORT
FORENSIC SERVICES Focus Area: 8 Governance and Regulatory Reform
8A: Enhanced Service Delivery with efficient and effective institutional arrangement
GOVERNANCE AND INTERFACE
8B: Management of key financial and governance areas such as income control; cash
IDP & OPM flow, indigent support , alternative income oppurtunities, asset, risk management
OMBUDSMAN 8C: Effective community channels
There has been no significant change in the Directorate’s target.
5. PERFORMANCE PROGRESS AND IMPACT (if applicable)
Input data is still being consolidated and will be included in the final document. : ;
Sl
6 FINANCIAL INFORMATION ;
6.1 Summary of revenue by source: =
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6.2

6.3

Summary of operating expenditure by type :

DIRECTORATE: OFFICE OF THE CITY MANAGER
DRAFT OPERATING BUDGET: 2011/2012

Cost Element Plan Cost

Staff Costs 132 860 759.71
Depreciation 5 887 243.95
Repairs and Maintenance 792 822.71
Contracted Services 4 296 024.21
Grants and Subsidies 225 358.84
General Expenses 74 468 752.91
Interest Internal Borrowing Cost 1019 765.91
Appropriation Account 17 683 967.44
Internal Utilities 67 955.12
tnsurance Departmental 318 582.00

Activity Based Costs

24 371 312.26

Support Services

301 636 578.36-

Total OCM

261 992 545.14

Summary of capital expenditure by type:

See Appendix 1

Page B of 10. 1112 Directorate Summary 150320111)
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6.4

6.5

6.6

A description of discretionary and non-discretionary expenditure

The Directorate: Office of the City Manager spends its budget in line with the adopted SDBIP and does not engage in any non-core

functions.
Any risks to achieving projections, any expected major shifts in revenue patterns and planned alternative sources of revenue

This Directorate does not generate any revenues; therefore the revenue risk is not applicable. However, the Directorate has developed a

Risk Register in order to mitigate existing business risks. See Appendix 2

On the directorate capital programme in the context of the overall capital programme of the municipality
The projects undertaken by this Directorate includes the following WBS:

*« Office Equipment — Furniture & Computers, Air conditioners, Printers, Scanners, Data projectors, cameras, loud
hailers
+ Upgrading of Subcouncil Offices — Fencing, refurbishment of office for additional office space, grass laying,

irrigation system, installation of alarm, ablution system installation,

LINK TO DIRECTORATE OBJECTIVES

1IN

The Directorate Capital programmes milestones are aligned to the Service Delivery Business Implementation Plan and the annual
target is less than 95%.

OBJECTIVES AND INDICATORS OF THE DIRECTORATE SERVICE DELIVERY AND BUDGET IMPLEMENTATION PLAN
(SDBIP)

The 2011/2012 Directorate Service Delivery Budget Implementation Plans are attached as Appendix 3
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AUTHORISATION

The undersigned do hereby indicate their agreement with the contents of this document and the outcomes.

Name Signature Date
Ty

Executive Director

Achmat Ebrahim

C% ) $- o

Mayco Member

Alderman Belinda Walker

10 APPENDICES: (If any)

Appendix 1: Capital Expenditure by type — Appendix 2: Directorate Risk Register — Appendix 3: 2011/2012 Directorate SDBIP

. w4

P8l
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OFFICE OF THE CITY MANAGER:

KEY OPERATIONAL INDICATORS

2011-2012 DIRECTORATE'S SERVICE DELIVERY BUDGET IMPLEMENTATION PLAN

4
Peopie are the City's most valuable asset, Whilsi it is acknowledge tha
all of the staff performing at acceptable levels in the organisations are
valuable, irrespactive of their profession, spesific interventions and
sirategies need to applied fo retain high potantial individuals in scarce
skills professions. This ts measurad by a % attrition of staff in thesa
GOOd categories over a 12 month period against an acoeptable benchmark %
turnovaer of 12%,
Governance Corporate . Directorate . : o Formula: Total terminations as % of staff complement aach month, as
and SeWiCBS BA Ensuring enhanced service dalivery |Retention of skilis as measured by o achievament at 30 < 12% within skilled Quarter! < 12% within skilied) < 12% within skilled]  <12% within skilied | £ 12% within skilled| measured over a preceding 12 month period (i.e. 12 month rolling
with efficient institutional arrangemeants staff tumaover June 2041 categories ¥ categories categories categaries categories average). This will be limited to the following occupational categones:
5 RegUIEtOW KOI Legisiaters and sanior managers, Professionals, Technicians and other
1 Re fO m professionals.
6
Absentaesim is defined as being absent from the workplace due to
unplannad absences as a result of i health, unauthorised absences
Good (AWOL), injury on duty and iliegal strike action.
Governance All line managers must manage empicyees’ time and attendance with a
a nd view of reducing unplanned absenteeism to lass than or equal to 4%
average for the 12 month pericd. This is an International Benchmark. In
Regulato doing sc the managers must apply the Time and Aftandance Policy, the
f ry CO rporate Directorate = 4% averaga for the % 4% average over | = 4% average over € 4% average over Incapachy Paficy and the L eave Managament framework to manitar ang
Re orm SeWI ces BA Ensuring enhanced sarvice gelivery | Staff availability as measure by %4 o achiev, L at 30| period 1 Juig 2011 tol Quarterl 12 mo nth%l!‘rn 12 "?0 nthgsll‘n £ 4% average over 12 12 m onth?'ollci’n aval.ate employees' attendance and absence trends and take remedial
7 with efficient institutional arangements absentagism Ju:;r'g& 1 pe 0 Juneylzo " ¥ period 9 periocrj 9 | month rolling period period 9 | action where requirad in terms of such poficy
Good Formula; Number of unpianned absent days divided by the number of
Governance planned days of work muitiplied by 100 (over 12 manth rolling pariod)
and
Regulatory
g! Reform
The Workplace Skills Plan is the approved Education Training and
Development pian of an organisation that supports the achievemeants of|
the orgenisations strategic goals end operational requirements by
igentiyfing prioritised train sads and benefits.
GOOd Its purpose is to formally plan and allocate budget for appropriate iraining
Governance | Corporate Directora <haregi roquramens 2 contaned m o 0P, s nvidual emproyeey
. . . irectorate . . ] . . R
o BA Ensuring enhariced service defivery Perceniage budget spent on . Directorate Directorate Directorate projected Directorate | L. t's Skill
and Serces with efficient institutional arrangements implementation of WSP % amf::g‘;g: 1at 30 0% Quartedy projected % spert | projected % spent spent projected spent ::;r:ona Devalopment Plans and Local Govemmant 's Skifls Seator
Regulatory KOl '
The WPSP is a collaborative plan, invoiving employees and the unions
Reform its formulation.
Formula: % spent against the planned treining budget
10
The indicator measure:
- The improvement in time {o ciose notifications
Good -The improvements in the amount of opsn notifications as a % of all
notifications
Governance Corporate Thesa parcentages will ba aggregated o form one measurement
a nd SeWICes The notification system is an electronic recording system to capture
Regulatory KOl service raquests from customers (intemal and exiernal)
Reform Tha raduction in time is measured through the % improvement agains|
1 4 month maving the target set for fime spent on closing notifications.
average of ‘'days t 12 % reduction by . . N . o
8A Ensuring enhanced service dalivery | 8A.2 Percentage improvement in) by clese' for ALL | and of June 2011 in Quarter! 35 6% 9% 12% The !mi?:;\::::r:teg t:ea?:l ;F;: E:g::a::? fso :i/nn-fa‘:: r:gir::.g:g: sthe %
with efficient institutional arrangements time fo finalise complaints ® Nutification Types| iime taken to close ¥ g P ’
GOOd 3 @égfﬁune ALL Notficatians The indicator measurement and catculated as foliows:
Governance | Corporate Targel Q1 = Baseline™ 3
R Target &2 = Baseline *1.6
and Services Target Q3 = Baseline® 1.9
Target Q4 = Baseline *1.12
Regulatory KOI
Reform % of achieverment = ((actual farget)(target }*100
{% of achievement against {arget performance on ave days to Ciose+%
of achievement against target performance of %openi+2
12
The indicater measures the number of appointments across alt
GOOd directorates over the preceding 12 month period Appuointments are
benchmarked against Statistics SA's Economically Active Population
Governance Corpora’[e Directorate % compliance as | % compliance as % compliance as % compiiance as [PeEnchmark deTograghi::s for (l-nfedeste:tn c(’.':ape are.us(e; to aisg
: BA Ensuring enhanced service delivery | % Compliance with EE approved N ) o determined by determined by determined by determined py [easure compliance inlerms of cesignated groups Le(Alncan Female,
and Services with efficient institulional arrangements plan. % am’f::mgg: 1at 9 80% Quarterly Direclorate/Departn] Directorate/Departrr Directorate/Departmentai| Diractorate/Departr] Coloured Female, White Female, African Maie, Cotoured Male, indian
Reg U|at0ry KOl e entat EE plans ental EE plans EE plans ental EE plans  {Make)
Reform The following job categories are excluded from this measurement
13 Counchiors; students;apprentices, contractors and ncn-employees. The

ta b i £ '
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A

June 12 :
Targets

1186

Governan ce C 0 rpo l'ate 8B Management of key financial and
. govarance araas such as income control, . Directorate Dirsctorate As per Diractorate | Directorate projected
and Services cash flow, indigent eupport, atemative | oB-2 Percentage spend of Capitai % achievamant at 30 95% Quarteri projected cashflows|  cashflows cashfiows 95% Fonmula ; Percentage refiecting Actual Spent / Planned Spent
income opportunities, asset and risk Budget June 2041 Y
Regulatory KOl managemant
14|  Reform
Good
G overnance CO rporate 8 B Management of key financia! and
. govemance araas such as income control, . Directorate [Drirectorate Diractorate Directorate projected
and Services cash flow, indigent support, altemative | | oo 2a¢ of Operating Budget % achievement al 30 95% Quarterly projected cashflows | projected cashflows cashflaws 55% Farmuia. Tolal actual lo date as a percentage of the totai budget
Regulatory KOl income opportunities, essel and risk spent June 2011 including secondary exepnditure.
management
5|  Reform
Good
Governance Fl NAN CE 8B Management of key financial and The indicator refiects the perc::stiinzfeassels verified annualty for augt
gevemance areas such as income control, Directorale . . " - . g
: N Percentage annual asset . 100% completed by | It is an internal deta source being the Quix system scanning all asset:
o o,
and K OI c_asn flow, in lgen_t _suppon, a!MM|ve verdfication process compleled % achievement at 30, 400% Annuatly NiA 0% 0% 30 June and uiploading them against the SAP data fites.
income opporiunities, asset end risk June 2011 o £
Reguiatory management Data are downloaded at specific times end are the bases for the
assessment of progress.
Reform
16
1t is the repoorting and monitoring of the reduction {in percentage)
ofthe findings of audit foliow-ups performed in the quarter.
GOOd The timing for the comrective action implementation is normally
provided by line.
Governance B8 Manegement of key financiat and Audils folkow-ups will also only take place after agreed
FINANCE govemance areas Such es income CONtral, |, oy e Directorate implementation dates of corrective action.
and KOl cash flaw, indigent support, alternative resolved 9 % achievement at 30 70% Quarterly 70% 70% 70% 70%
Regulatory 0 ingome opportunities, assel and risk June 2011 1t wilt either be “not applicable” to Management if an audit or
management follow-up hasnt taken place at the time of reporting of there will be
Reform a percentage change / status quo if an audit has taken place and
there has been an improvement / no change respectively in the
17 situation since the lasi audit
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Good Executive 8A Ensuring enharnced Improved Servi Phase 2
Govemange and Suppart EXECUTIVE CUSTOMER service dalivery with Qutcome of 3outof Sona Untt New mpr Deli BMvice Quarter! NIA Phase 1 Customer NIA Customer
Regulatory ; SUPPORT efficient institutional likert scale of improved i uarterly survey conducted survey
Indicator ! maintained
Reform arrangements Support Services conducted
1. Directorate Staffing
Intergrated HR interventions swegﬂﬁ:;::“ and
and prejects rolled out and
Good Executve 8A Ensuring enhanced implemented Identified 2. 25% compietion of 100% E- (PM
Governance and EXECUTIVE service delivery with interventions and MSS-ESS project 6% completion of | 100% completion of | implemented
S i -
Regulatory uppart 1 guppoRT | CUSTOMER L et institutional 1. Staffing Strategy Unt New projects Guarterly MSS-ESS project | MSS-ESS project | for T14 &
Indicator 2. MSS-ESS project . ;
Reform arrangements 3. Contracting of PDP implemented 3. Contracting of above
o E'_'IEM s PDPs for T14 & ahove
. compieted
Good . !
Govemance and EXECUTIVE SAeEqsc:n:egrenhamd 01 DD%H? ! adsupte:d Ex;w?w: 20% of adopted 50% of adopted 75% of adopted 100%
Regulatory SUPPORT CUSTOMER sefrr:c’iem inls‘!rifur{ional omlr:v z:e\rer:::;:'sroj::tm =8 % New 100% Quarterty outcomes outcomes outcomes outcomes of Bl Due in 4th Quarter as per Project milestones
i i men i nted implem d
Reform arrangements outcomes implemented implemented imple fed implemente Premerte
Executive
Committee
Good 8A Ensusing enhanced Services systems Action Plans ]
Governance and EXECUTIVE CUSTOMER service delivery with Electronic Agenda % N and processes to Quartert Piiot rolled out to all developed as per NIA NIA Project i its infancy - way forward to 'be determined in consuttation with
Reguiatory SUPPDRT efficient institutional Optimisation Project Piloted s support Electronic uarierty Partfolio Committees the Ouicomes of Electronic aAgenda Optimisation Project Steering Commitiee
Reform amrangements Agenda Pilot projects
Oplimisation
project developed
Project scoping and
Good 8A Ensuring enhanced conceptualisation W
) ’ “To-B
Govermnance and EXECUTIVE CUSTOMER service delivery with Lan;_:]muage Semct;epsrgusmess s Ne Language Unit Quarteri cempleted As-Is process NIA o ;atfeuture
Reguiatory SUPPORT efficient institutionai pr@veTenente dcess w Operationaiised ¥ completed developed
Reform arrangements tmplem!
8 B Management of key Coliate data from SAP S
§
financial and govemarice and Assel Register fo Review internai
i ; controls of Asset
Good areas such as income Rermedial action taken to determinie status of Managemert
Govemance and EXECUTIVE conteol, cash flow, indigent ; . variances ; . 50% of ail assets 100% of ait - - . ;
§ ’ d irt | he C e tim es
Regulatory SUBPORT INTERNAL suppor, aftemative address aesrs;:a:’:1 :arlances % New 100% Quarterly Concluded Prgf:;:;sfgﬂga:r:g} verffied assets verified Achieved in line with 1 orparat efram
N as T gk
Reform income opponurnmes. reconcifation apd Feb 2011 stock take
asset and risk commenced with
management investigations
Business
Outcomes of PDR .
" . L Te on for n Plans and
Good 8A Ensuring enhanced Validation of objectives| session pertaining fo P ﬁ?‘a:::'ia? year:’d SDBlaP
Govemance and EXECUTIVE INTERNAL sem.ce d.elm.ery. wih Fully ahgngd SDBiP # .100 % Alignied Business Quarterly and indicators knked to . tgrge'ts and Business Plans and | submitted in Achieved in iine with Corporate timeframes
Reguiatory SUPPDRT efficient institutionai deveioped and implemented alignment Plans Corporate Scorecard indicators to be SDBIP's o be accordance
Reform arrangements completad appiu::v?;;rzlsd year complated with Corporate
) timeframes
Good BA Ensuring enhanced
Govemance and EXECUTIVE service delivery with PDR Sessions Conducted
El
Regulatory suppoRT | INTERNAL efficient institutional quarterly # 4 4 Guarterly 1 e 3
Reform arrangements




Al

AR

AU I

Good
Governance
and
Regulatory
Reform

Forensic
Services

Customer

Good
Govemance
and
Regulatory
Reform

Forensic
Services

Customer

Provide a forensic
investigative service

* Review
complaint/evidence and
obtain authority to
investigate

» On receipt of authority to
investigate, assigntoa
designated investigation
team

* Draft investigation terms of
reference/objectives

» Gather evidence {best
forensic practice)

* Review evidence and
interview witnesses

» Review evidence and
interview suspect/s

« Engage with union
officialsfiegal
representatives and law
enforcement agencies

+ Collate and paginate
evidence

* Draft forensic report

« Ensure legal integrity (law
of evidence) and quality of
forensic report

« Report on findings and
make reécommendations

« Provide litigation supportin
{about/criminalicivil forurns

Number of cases authorised for
investigation by Foresic Services
Depariment

%

100%

100%

Quarterly

100%

100%

100%

100%

Number of forensic investigations
finalised

40

40

Quarterly

10

20

30

40

Good
Govermance
and
Regulatory
Reform

Forensic
Services

Intemal

Good
Governance
and
Regulatory
Reform

Forensic
Sefvices

Internal

Project Manage
outsourced / co-sourced
forensic inves tigations /
projects

* Review evidence and
obtain authority to outsource
! co-source

» Determine scope and
terms of reference for
project / investigation

* Manage and facilitate the
tender/ call for quotations
closed tender / procurement
of consultants

* Appoint , brief & contract
with consultants

« identify junior forensic staff
to serve on investigation
team

» Where applicable identify
junior forensic staff to serve
on investigation team

« Project Manage project to
completion Review and
oversee project to
completion

« Review and ensure legal
integrity {law of evidence)
and quality of forensic report
* Report on and make

Number of investigations outsourced!
co-sourced

Quarterty

114

214

3/4

474

Number of cases finalised (Indicator
depends on budget requirements and
instructions from the City Manager)

Quarterly

174

214

314

a4

Good
Governance
and
Regulatory
Reform

Forensic
Services

Internal

Administer Line
Management Referrals

+ Review complaint | log and
schedule information and
collate all relevant
documents for fracking and
filing purposes

« Refer matter to the City
Manager with
recommendattons to obtain
authority to refer matter to

Number of cases reporied to
Directorates/Departments

%

100%

100%

Quartery

100%

100%

100%

100%

Page 1
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Good
Governance
and
Reguiatory
Reform

Forensic
Services

Internal

1ne Ithe aepanment

+ On receipt of authority,
determine line
responsibilities and refer to
relevant directorate/
department for action

+ Track progress with
directorate / department

+* On receipt of directorate /
departmental report — ciose
forensic file

* Report to Executive
Management and Audit
Committee on statistical

MNumber of statistical analysis
reported to the Executive

New

Quarterly

t/4

214

314

414

Good
Govemance
and
Reguiatory
Reform

Forensic
Services

Customer

Good
Governance
and
Reguiatory
Reform

Forensic
Services

Internal

Management and
operation of the Fraud Hot
Line (inciudes the
following}

+ Dedicated 24 hour Fraud
Hot Line number must be
impiemented and managed

» Provision of a Hot Line that
is able to process calls in at
least Afrikaans, English and
Xhosa

* Hot Line must provide for
the reporting of a wide range
of iregular conduct

* Ensure that only cases
relevant to the City of Cape
Town are reported

» When required, ensure

that the identity of the caller
is prolected

* Ensure that ail legistation
applicable to whistle blowers
and protected disclosures is
adhered to

* Report on all allegations
with as much information as
possible

* Ensure the preparation of
quarterly and annual reports
detailing all calls for the
period in question together

with an ansheic ~f eamg

Number of cases reported

%

NEW

100%

Quarterly

100%

100%

100%

100%

Number of guarterly statistical
analysis reports provided

New

Quarterly

14

214

3/4

414

Page 2
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14

Good
Govemance
and
Regulatory
Reform

Forensic
Services

Intemal

Promotion and rollout of
the Anti-corruption
campaign

= Conduct training and
information sessions on,
inter alia, the Hot Line, the
Fraud Prevention Policy,
Fraud Response Plan and
the Whistle Blowing Policy
+* Ensure the drafting and
compilation of a
anticorruption brochure

* Ensure the rofiout of
anticorruption promotional
material

* Develop and ensure an
electronic intemetfintranet
based anticorruption website,
page

+ Provide for the bi-anual
promotion of the Fraud
Hotfine

Number of Departments in which
promotion and marketing of HOT
LINE is undertaken / rolied out

New

Quarterly

210

5110

M0

1010

Al

Brochure must be finalised

New

Annuzl

Number of fraining interventions

New

Quarterly

2/10

5110

7110

10410

Hotline promotion - biannuat

New

Bi-Annual

15

Good
Govemance
and
Regulatory
Reform

Forensic
Services

Internal

Departmental fraud risk
reviews;

* Prepare project plan

* Determine areas of fraud
risk by interviewing
direclorate’s management
team, and

+ staff across directorate

* review and analysis of
hotline and forensic
registers

» Report on findings and
analysis

Reviews conducted

New

10

Quarterly

2110

510

Mo

10/10

Good
Governance
and
Regulatory
Reform

Forensic
Services

Cusiomer

Fraud and Anticorruption
Policies (City wide}

* Review and update
existing fraud and anti-
corruption policies

« Ensure the adoption and
implementation of same

- Fraud Prevention Policy
-Praud Response Plan

- Whistle Biowing Policy

Annual review

Yearly

17

Good
Governance
and
Reguiatory
Reform

Forensic
Services

Customer

Audit Committee

» Identify, manage and draft
quarterly reports {electronic
presentations) of pricritised
forensic investigations
and/or projects by identifying
areas significant fraud risks
and control weaknesses

* Present to the Audit
Committee and answer
committee's questions

Reports quarterly

Quarterly

114

214

3lq

4/4

18

Good
Governance
and
Regulatory
Reform

Forensic
Services

Cuslomer

SCOPA

* Review and investigate
SCOPA queries/questions
* Present (verbally) to
SCOPA at bath ciosed and
open sessions

As per agenda requitements/requests

%

100%

100%

Quartery

100%

100%

100%

100%

21

Good
Governance
and
Regulatory
Referm

Forensic
Services

Financial

$ B Management of key
financial and governance
areas such as income
control, cash fiow. indigent
support, alternative income
cpportunities, asset and
nisk management

Degree of adherence to budget re-
alighment or refated projects

%

TBD

100%

412

100%

100%

100%

100%

" Page 3
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te an eai eim he
economy to grow and become globally

A,

Draft - Governance & |

Number of EPWP jobs

nterface Department 2011/ 2012 SDBIP

Supporting
Lead URP

APPENDIX 1

Corporate target is i.r.0. URP G & I will measure this indicator as applicable
to Sub Councils, Mayor's Projects & VPUU in support of the iead

and risk management

. Supporting | Supporting { Supporting | Supporting
competitive Number } 4/12 | TBA m;?;:tm tead URP | LeadURP | Lead URP | Lead URP |Directorate
BA Ensuring enhanced service delivery with Level of satisfaction as measured by
L . . - " 9, ) o, ;
efficient institutional arrangements questionnaire for Subcouncil Chairpersons Yo M2 TBA 80% 80% Sub Councit Survey conducted once per year
8A Ensuring enhanced service delivery with Level of satisfaction as measured by
efficient institutional arrangements questionnaire for all councillors, Chief Whip, % 1112 TBA 80% 80% Coundifior Survey canducted once per year
: Mayco members and the Speaker
8A Ensuring enhanced service delivery with Level of satisfaction as measured by questionaire
. . . ) o, Q, 1 0,
efficient institutional arrangements for the Mayor (Mavyor's Office) 7 212 TBA 80% 80% 80%
8A Ensuring enhanced service delivery with Level of satisfaction as measured by questionaire
s [ 0, o, g
efficient institutional arrangements for the Mayor.(Legal Advisor) % 212 TBA 80% 80% 80%
8A Ensuring enhanced service delivery with % of Mayoral Projects Completed o o o
efficient institutional arrangements % 4nz New 95% 95%
8A Ensuring enhanced service delivery with % of Premier's / Mayor's Radio Show Queries
efficient institutional arrangements Resolved % an2 New 80% 80% 80% 80% 80%
8A Ensuring enhanced service delivery with % Approval of applications submitted under the
efficient institutional arrangements Gatherings Act % 412 TBA info ind info Ind info Ind info ind info ind
A Workplate Skills Plar is a document that outlines the planned education, fraining
& development interventions for the organisation. its purpose is to formatly plan
irect and allocate budget for appropriate training interventions which will address the
Dlrectl i D i needs arising out of Local Govemment's Skills Sector Pian, the City's strategic
8A Ensuring enhanced service delivery with Percentage budget spent on implementation of y 412 ?fp 00% Dif D;Ptc-’ Dir/ ;Pt- Did D;pt- oD% requirements as contained in the IDP and the individual departmental staffing
efficient institutional arrangements WPSP ° ac t'e:e:;o proji:z ﬂe projs ﬂed pr01;3 ﬂed strategies and individual employees' PDPs. The WSP shall also take info account
Ten 2% 12 cashiow | cashilow | cashfow fhe Employment Equity Plan, ensuring incorporation of relevant deveiopmentai
un aquity interventions into the plan.
Formula: Measured against fraining budget.
8A Ensuring enhanced service delivery with Retention of Skills as measured by staff turnover . Scarce Skills: as for the above, but limited fo the following EE categories:
efficient institutional arrangements Direct/ $12% <129 <$12% < 12% <129% {Legisiators & senior managers, Professionals, Technicians and other
Dept fwithin (within (within (withirs fwithin professionals. in this case the target parameters are <12%.
% 4112 achieve- . . N . .
ment at 30 skilled skilled skilled skilled skilled
Jun 2012 categories) | categories) | categories) | categories) | categories)
8A Ensuring enhanced service delivery with Staff availability as measured by % absenteeism All line managers must manage employees’ time and attendance with a view to
- |efficient institutional arrangements ‘ : reducing unplanned absenteeism o less than or equa! to 4% average for the 12
menth period. This is an International Benchmark.
Direct / In so doing managers must apply policy, monitor and evaluate employees’
Dept < 4% < 4% < 4% £4% <49 |aftendance and absence trends and take remedial aclion where required in terms
% 4112 | achieve- |(average for|(average for|(average for|(average for| (average for|of such policy. _
ment at 30 | the period | the period | the period | the period | the period |The targets containing the clocking and leave erfors, contributes to the effective
Jun 2012 management of absentesism. SAP: 3Q01 (employees registered using the
sysiem)
ZPYTIME or PT_ERLOD {Clocking errors & un-caplured leave)
8 B Management of key financial and governance |Percentage of Sustainable Communities (VPUU) DiDept Di/Dept Dir/Dept
areas such as income control, cash flow, indigent [11/12 projects budget spent o 0 Pt e [ . o
suppaort, alternative income opportunities, asset g anz TBA 5% 2:2??3\: 2:;’5 ;t:‘?v E;?r? ;1;1 85%

10

1191



8 B Management of key financial and governance
areas such as income control, cash flow, indigent
support, alternative income opportunities, asset
and risk management

PercentageoSustainlii
projects meeting eriginal planned milestones

%

Draft - Governance & Interface Department 2011 / 201

4112

2 SDBIP

80%

80%

80%

APPENDIX 1

M

8 B Management of key financial and governance
areas such as income control, cash flow, indigent
support, alternative income opportunities, asset
and risk management

% Budget spent on Ward Allocation Projects

%

4112

TBA

95%

10%

25%

50%

90%

8 B Management of key financial and governance
areas such as income conftrol, cash flow, indigent
support, alternative income opportunities, asset
and risk management

Percentage of Capital Budget spent

%

4/12

TBA

Based on
Dir/Dept.
projected
cash flow

Based on
Dir/Dept.
projected
cash flow

Based on
Dir/Dept.
projected
cash flow

Based on
Dir/Dept.
projected
cash flow

95%

8 B Managemernit of key financial and governance
areas such as income control, cash flow, indigent
support, altemative income opportunities, asset
and nisk management

Percentage of Operating Budget spent

%

412

TBA

Based on
Dir/Dept.
projected
cash fiow

Based on
Dir/Dept.
projected
cash flow

Based on
Dir/Dept.
projected
cash flow

Based on
Dir/Dept.
projected
cash flow

95%

B B Management of key financial and governance
areas such as income control, cash flow, indigent
support, aitfernative income opportunities, asset
and risk management

Percentage annual asset verification process
completed

%

1172

TBA

100%
completed
by 30 June

Reflects the percentage of assets annually verified for audit purposes.

8 B Management of key financial and governance
areas such as income control, cash flow, indigent
support, alternative income opportunities, asset
and risk management

Percentage Intemal Audit findings resolved

%

4112

Direci/Dept

achievemen
t at 30 June
2010

70%

70%

70%

70%

70%

8 B Management of key financial and governance
areas such as income control, cash flow, indigent
support, aliernative income opportunities, asset
and risk management

% Declarations of interest i.r.o. Councillors
returned and audited

%

212

New

100%

100%

100%

8 B Management of key financial and governance
areas such as income control, cash flow, indigent
support, alternative income opportunities, asset
and risk management

Number of Gifts declared and listed in register
i.r.0. Counciliors

Number

112

New

info
Indicator

Info
indicator

BC. Estabiish effective community engagement
channels

Number of functioning ward participatory
siructures

Number

4112

TBA

111

111

111

111

111

Indicator is further broken down into 3 sub indicaters at the Department
level which constitute functioning Ward participatory Structures

8C. Establish effeciive community engagement
channels

Annual Report: Assessment of PP Process
Submitted

Number

412

New

11

1192



Facilitate the develop

] ss n ru }

Process Plan ap[;roved by

1193

Good p
the next IDP T f Offi
Governance for the ne; erm of Office office process plan approved by Coundll Coungil
and NA NA NA
Regulalory
Reform
3
Goott QCM |IDP/OPM |Facilitate the development of the 2011/2012 Approved 2011/2012 MAYCO 201012011 201172012 Schedule of 201142012 Schedule of
Govemance Scheduie of Events Schedule of Events Raport Schedule of Events approved Events approved
Events approved
and N/A NiA NiA
Regutaiory
Reform
4
OCM (IDP/OPM |Fatilitate the process of developing a Approved 201272013 - Councll Approved Approved 201272013 - 2012/2013 Pubiic Draft [DP submittec to | Draft IDP submitted to Council | Approved 2012/2013 -
2012/2013 - 2017/2018 5-Year Plan (IDP) 201772018 5-Year Plan Raport 201212013 - 201112018 5Year Plan participation process EMT by end March 2012 2017/2018 5-Year Plan
(IDPy 20172018 5 {IDP) completed (IDP)
Good Year Plan (IDP)
Govemnance
Ii and
Regulatory List of priofifised public List of List of printised [ List of prioritised public | Facilitate Analysis of public | List of prioriised public NiA N/A
Reform inputs pririlised public inputs inputs needs per Ward, SC, and inputs for inclusion into
pubtic inputs City-wide Budget process
8
OCM | IDP/OPM |Facililate the process of developing an IDP % completion of 11/12 % 100% 100% 25% 50% 5% 100%
Good implementation plan (SDBIP B ook) SDBIP 10/11 SDBIP Final SDBIP completed | Organisation capacitated to | 11/12 Draft Corporate 1111 2 Directorate and Final SDBIP compieted
Govemnance completed and signed off by Lhe complete SOBIPSs and Scorecard completed departmental SDBIPs and signed off by the
and Mayor Business Plans compieted Mayor
Reguiatory Deparimental Business Pians
Refoim and Stratepic Plans completed
7
QCM ] IDPfOPM |Fadilitate the impiementation of an individeal  |Number of S 57 Number 13 13 13 N/A NIA 13
(S57) PM system performance plans
developed
Good evelope
8 Govemance
and
Reguiatory Conslitution of Panel Fun panel Fun panel Full panel established Conslitution of Panel and Payment of Bonuses.
Reform and facilitate the 557 10711 performance Establishment of 10/11
Pecformance Bonuses assessments completed Panel
8
Good OCM Number of 5 57 Number 4 4 1 2 3 4
Govemance guarterly reviews hetd 10111 11112 - 1st Quarter 1112 - 2nd Quarter Review 1112 - 3rd Quarter
and for ali EDs 4th Quarier Review Review Review
Regulatory
10 Reform
Good OCM |$DP/OPM {Monitoring and reporting on the Number of EMT PDRs Number 4 4 1 2 3 4
Govemance implementation of the IDP an¢ SDBIP completed 1011 Fourth quarters EMT | 11/12 First quarter EMT 1142 Second guarter EMT 1112 Third guarter EMT
and PDR completed PDR completed and PDR compieied and remedial POR completed and
Regulatory remedial achon agreed action agreed remedial aclion agreed
1 Reform
Good OCM | IDF/IOPM Number of Quarierly Number 4 4 1. 2 3 4
Govemance Reports approved 10/11 Fourth quarter report | 11/12 First quarierreport | 11/12 Second quarterreport [ 14/12 Third quarter report
and completed and approved | completed and approved compleled and approved completed and approved
Regulatory
12 Reform
Good OCM Completion of 10/11 % 100% 100% 25% 75% 100% NIA
Govemance Annual Report ' = Submission of annual First draft 10/11 of report Finatisation of 10M1 |+ Submission of annual report to
and report 1o Councii compiied Annual Report Council
Reguiatory + Public participation + Public participation
13 Reform
Good OCM HDP/OPM | Co-ordinate the interface with Provinciai % Comgletion of Project % 100% 100% 0% 50% 100% N/A
Govemanee Govemment and Neighbouring Municipalities  |Plan Conclude IDP indaba Conclude consultation Conclude IDP Indaba with
and with Provincial govt and with neighbouning Provincial Govemment
Regulatory consu‘itatiun_s with municipakities
Reform neighboring
14 muanicipaiities
Good QCM 1IDP/OPM |8A.2 Ensenng enhanced service deiivery with [gn 2 Percentage
efficient institutionat arrangements i
Govemance g |mprovement of )
and fésponsiveness in 5% New 100% 100% 100% 100% 100%
Regutatory service delivery
Reform
19
Page 1
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t F ] G | H 1 J Q Y Al AR | AU |
Delivery of an effective
Complaints Handling and Percentage of Lodged Cases
1 Ombudsman| ~ Cust  |Conflict Resolution comege of todg % 70% 70% | Quar 65% 65% 68% 70%
. . Resolved
Service (Alternative
3 Dispute Resolution)
Delivery of an effective
Compiaints Handling and |Average Number of Days Taken to
0 ) 90 85 85 80
2 mbudsman Cust Conflict Resolution Provide Final Report to Complainant * 90 days 80 days Quart
4 Service (Alternative
Delivery of an effective
3 Ombudsman P Complalnts Hanldllng and iPercentage of Recommendations o, 60% 70% Quart 65% 65% 70% 70%
Confiict Resclution Accepted
9 Service (Alternative
Number of Awareness and
improve Advocacy, . L
4 Ombudsman Cust Relations and Informatlc_m Imttat_wes completed_(e.g. # 6 100% Quart 1 3 5 B
c " Community Meetings / info Sessions /
ommunication . .
6 Radio Interviews)
Number of new Service Level
Improve Advocacy, s
5 Ombudsman P Relations and Agr\a:emeqts (SLA's) signed or current # 4 4 Quart 1 2 3 4
Communication SLA's reviewed
7 (Internal Relations)
Improve Advocacy, Number of editions of Biannual
6 Ombudsman Cust Relations and Electronic / Print Media Newsletter / # 2 2 Biannual 1 2
8 Communication articles submitted
Improve Advocacy, Number of Marketing initiatives
7 Ombudsman Cust Relations and 9 # 2 2 Biznnual 1 2
c - Completed / Produced
9 ommunication
Number of informal/Formal
improve Advocacy, . i
8 Ombudsman| P |Relations and Professional Linkages Forged # 1 1 Annual 1
Communication {Nationatl and International
10 Ombudsman Community)
Outcome of Annual Survey Improved
Improve Community (Percentage of Complainants who are o o o A | 6%
° Ombudsman Cust Satisfaction Satisfied with our Complaint Handling % 76% 76% nnua
gt Service)
Outcome of Annual Survey improved
improve Community (Percentage of Complainants who are o o o 60%
10 Ombudsman : Cust Satisfaction Satisfied that they have seen % 60% 60% Annual -
12 improvements in Service Delivery as a
Provide Upward feedback
on areas of concern to Report to City Manager Compiled 1 2 3 4
1 Ombudsman| 1P oo dice or Eliminate  |Quarterly # 4 4 Quart (Oct11) (Jan12) (Apr12) (Jul12)
13 Recurring Problems -
. . / -
33 Sign-off by City Manager: %
34 Date: /ST -0~ 2o/l
35 Sign off by Mayco Member:
36 Date:
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