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s d
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ED
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epartm

ent (d
river) and
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IP tea
m
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tion w
ith representatives from

 the Business Units in the 
W

estern 
C

ape 
Ed

ucation 
D

epartm
ent 

and
 

D
irectorate 

Process 
D

esign 
and 

Im
provem

ent w
ithin the D

epartm
ent of the Prem

ier; and 
� 

is 
aligned

 
w

ith 
the 

W
C

ED
 

Strategic 
Plan 

2015 
– 

2019 
as 

w
ell 

as 
the 

A
nnual 

Perform
ance Plan (A
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 D
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and

 related
 statutory sources. 

 

M
r A

ndre P C
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 1. 

SDIP Developm
ent A

pproach 
 

1.1 
Introduction 

 The Service D
elivery Im

provem
ent Plan (SD

IP 2018-2021) for the W
estern C

ape Ed
ucation 

D
epartm

ent (W
C

ED
) is inform

ed
 by the W

C
ED

 Strategic Plan 2015-2019, and
 is aligned

 to 
the W

C
ED

 A
nnual Perform

ance Plan for 2018/19-2020/21. This SD
IP sets out the service 

that the W
C

ED
 intend

s to im
prove over for the next three years.  The follow

ing services 
w

ere ad
opted

 for im
provem

ent for the period
 1 A

pril 2018 till 31 M
a

rch 2021: 
� 

Service one: Exam
inations Registration and

 C
lient Service Support  

� 
Service tw

o: C
om

m
unication w

ith Parents and
 C

itizens 
It is im

portant to m
ention that the W

C
ED

 consciously d
ecid

ed
 to retain the identified 

services of the then approved
 W

C
ED

 SD
IP 2016 – 2019 d

uly subm
itted

 to the oversight 
authorities including the D

epartm
ent of Public Service and

 A
d

m
inistra

tion. 
 1.2 

Preparatory process  
 Preparatory w

ork and
 consultations: 

The table below
 represents the SD

IP d
evelopm

ent process in tabular form
at illustrating 

m
eetings held

 (consultations w
ith stakeholders); the d

ates/periods and
 the respective 

attend
ees or groups in support of the SD

IP d
evelopm

ent/approval. 

N
o. 

Purpose of m
eeting / subm

ission 
D

ates 
A

ttend
ees (groups) or 

stakehold
ers 

1. 
A

s guided by D
PSA

 and D
otP on 

d
eveloping cred

itable and
 

realistic SD
IP’s 

Feb
 – Sep

 15 
SD

IP C
oord

inator 

2. 
Reflective analysis of ed

ucation 
issues id

entified
 w

ithin the 
various stakehold

er 
engagem

ents and
 consultative 

forum
s w

here W
C

ED
 

representatives partake. 

1 A
pr 15 – 31 

M
ar 16  

� 
Broa

d
 M

ana
gem

ent 
a

nd
 Lea

d
ership 

m
eetings 

� 
C

ustom
er Satisfaction 

Surveys 
� 

EXC
O

 m
anagem

ent 
m

eetings 
� 

M
unicipal ID

P 
consultative structures 

� 
Prem

ier’s 
C

oordinating Forum
 

(PC
F) 

� 
Provincial Ed

ucation 
Labour C

ouncil 
(PELRC

) 
� 

Provincial Principals’ 
Forum

 
� 

Provincial Ed
ucation 

La
bour Rela

tions 
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C
ouncil (PELRC

) 
� 

Presid
ents’ Hotline 

� 
C

om
plaints 

m
echanism

s 
 

3. 
SD

IP (2016 – 2019) Service 
Stand

ard
s approved

 by EXC
O

 
10 D

ec 2015 
W

C
ED

 EXC
O

 m
em

bers 

4. 
SD

IP (2016 -2019) quality assured
 

by D
otP (PD

I)  
15 -29 Feb 16 

C
D

: O
rganisational 

D
evelopm

ent (D
otP) 

5. 
SD

IP 2016 -2019 approved
 by 

EA
. 

8 M
ar 16  

W
C

ED
 EXC

O
 and

 EA
 

6. 
2016 C

ustom
er satisfaction 

survey – assessm
ent of service 

d
elivery standards 

Jun – Sep 16 
A

ll Ed
ucation Service sites  

7. 
SD

IP 2016 -2019 im
plem

ented
 at 

operational (Process O
w

ner). 
1 A

pr 16 – 31 
M

ar 17 
� 

Process ow
ners 

� 
Respective line 
m

anagers 
� 

Respective line staff 
� 

Support com
ponents 

8. 
Reflective analysis of ed

ucation 
issues id

entified
 w

ithin the 
various stakehold

er 
engagem

ents and
 consultative 

forum
s w

here W
C

ED
 

representatives partake. 

Extend
ed

 to 
includ

e new
 

SD
IP 2018 - 

2021  

� 
Broa

d
 M

ana
gem

ent 
a

nd
 Lea

d
ership 

m
eetings 

� 
C

ustom
er Satisfaction 

Surveys 
� 

EXC
O

 m
anagem

ent 
m

eetings 
� 

M
unicipal ID

P 
consultative structures 

� 
Prem

ier’s 
C

oordinating Forum
 

(PC
F) 

� 
Provincial Ed

ucation 
Labour C

ouncil 
(PELRC

) 
� 

Provincial Principals’ 
Forum

 
� 

M
onitoring and

 
Evaluation processes 

� 
Feed

back 
m

echanism
s 

9. 
Batho Pele Im

pact A
ssessm

ent 
N

etw
ork (BPIA

N
) – feed

back of 
D

PSA
 m

eetings and
 quarterly 

feedback 
 

14 D
ec 16 

W
estern C

ape SD
IP 

coordina
tors   

10. 
Batho Pele Im

pact A
ssessm

ent 
N

etw
ork (BPIA

N
) – feed

back of 
D

PSA
 m

eetings and
 quarterly 

feedback 
 

2 M
ay 17 

W
estern C

ape SD
IP 

coordina
tors   

11. 
Batho Pele Im

pact A
ssessm

ent 
N

etw
ork (BPIA

N
) – feed

back of 
D

PSA
 m

eetings and
 quarterly 

12 Jul 17 
W

estern C
ape SD

IP 
coordina

tors   
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feedback  
12. 

D
PSA

 w
orkshop on SD

IP 
assessm

ent feed
back – Port 

Elizabeth  

23-25 A
ug 17   

A
ll N

ational and
 

Provincial D
epartm

ental 
SD

IP coordinators and
 

reps of O
ffice of the 

Prem
iers. 

13. 
Batho Pele Im

pact A
ssessm

ent 
N

etw
ork (BPIA

N
) – feed

back od
 

D
PSA

 m
eetings and

 quarterly 
feedback 

6 D
ec 17  

W
estern C

ape SD
IP 

coordina
tors   

14 
W

C
ED

 EXC
O

 d
iscussion on SD

IP 
services SD

IP 2018- 2021 
14 D

ec 17 
W

C
ED

 EXC
O

 m
em

bers 

15. 
W

C
ED

 EXC
O

 d
iscussion on SD

IP 
services 

14 Jan 18 
W

C
ED

 EXC
O

 m
em

bers 

16. 
D

PSA
 and D

otP (BPIA
N

) 
w

orkshop on SD
IP – guid

ance 
and

 support 

30 Jan 18 
W

estern C
ape SD

IP 
coordina

tors   

17. 
Reflected

 and
 refinem

ent of the 
analysis/findings of the available 
d

ata / inform
ation on 

ed
ucation issues identified

. 

1 Jan 18 – 31 
M

ar 18 
Relevant Services 
business units’ m

a
nagers 

and
 relevant staff  

� 
Broa

d
 M

ana
gem

ent 
a

nd
 Lea

d
ership 

m
eetings 

� 
C

ustom
er Satisfaction 

Surveys 
� 

EXC
O

 m
anagem

ent 
m

eetings 
� 

M
unicipal ID

P 
consultative structures 

� 
Prem

ier’s 
C

oordinating Forum
 

(PC
F) 

� 
Provincial Ed

ucation 
Labour C

ouncil 
(PELRC

) 
� 

Provincial Principals’ 
Forum

 
� 

Provincial Ed
ucation 

La
bour Rela

tions 
C

ouncil (PELRC
) 

� 
Presid

ents’ Hotline 
� 

C
om

plaints 
m

echanism
s 

 
18. 

W
C

ED
 EXC

O
 d

iscussion on SD
IP 

2018 -2021 progress feed
back  

22 Feb 18 
W

C
ED

 EXC
O

 m
em

bers 

19. 
SD

IP quality assured
 by O

D
 and

 
returned

 to D
epartm

ent for 
am

end
m

ents 

13 Feb – 2 M
ar 

2018 
D

irectorate: PD
I 

20. 
SD

IP 2018 -2021 approved
 by 

EA
. 

8 M
ar 18  

W
C

ED
 EXC

O
 and

 EA
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 21 

Final signed
 off SD

IP subm
ission 

to D
otP 

9 M
ar 18 

SD
IP C

oord
inator 

22. 
C

ollated
 SD

IPs of all W
C

 
Provincial departm

ents subm
it 

to D
PSA

  

15 M
ar 18 

D
otP (PD

I) 

 D
etails of SD

IP Team
: 

In 
response 

to 
the 

D
epartm

ent 
of 

the 
Prem

ier 
(D

otP) 
circulars 

announcing 
the 

im
plications of the new

ly approved
 Public Service Regulations (PSR) 2016, in respect of 

SD
IP 

establishm
ents 

and
 

the 
accom

panied
 

D
epartm

ent 
of 

Public 
Service 

and 
A

d
m

inistration (D
PSA

) D
raft Fram

ew
ork effective 1 Septem

ber 2016 and
 subsequent 

upd
ated

 Toolkits: Service D
elivery Im

provem
ent Planning. 

The W
C

ED
 Executive C

om
m

ittee (EXC
O

) d
ecision-m

a
king structure established

 the SD
IP 

im
plem

entation 
team

 
supported

 
by 

the 
D

otP 
D

irectorate: 
Process 

D
esign 

and 
Im

provem
ent (PD

I). It w
as further agreed

 that the HoD
 assum

e the D
river/C

ham
pion role 

for the SD
IP 2018 – 2021. The d

ecision w
as captured

 w
ithin the W

C
ED

 EXC
O

 m
inutes of 10 

D
ecem

ber 2015 for the SD
IP 2016 – 2019 and

 14 D
ecem

ber 2017 for the SD
IP 2018-2021. 

In accord
ance w

ith the approved
 D

elegations of Pow
ers in respect of the PSR for 2010 

and
 2016, as am

end
ed

. 

The representatives of the SD
IP team

 are m
ainly from

 the M
id

d
le to Senior M

anagem
ent 

Services echelon ranging from
 C

hief O
rganisation D

evelopm
ent Practitioner (A

ssistant 
D

irector) to C
hief D

irector (Exam
inations &

 A
ssessm

ent M
anagem

ent), supported
 by all 

m
em

bers of the W
C

ED
 EXC

O
. The inclusion of the frontline services staff of both 

d
irectora

tes proved
 inva

luable to ensure inclusivity and
 continuity of the project. The 

EXC
O

 w
as kept abreast of developm

ents and
 exercised

 their d
ecision m

aking at 
required

 sta
ges to ensure successful d

evelopm
ent and

 im
plem

entation.  

The below
 table outlines the SD

IP team
 their nam

es, d
esignations, representation w

ithin 
the respective units and

 their salary levels and
 contact details. N

ote that the SD
IP team

 
w

as ad
justed

 to include the latest list of officials. 

 

Business Unit 
N

am
e 

D
esignation 

Sa
la

ry 
level 

C
onta

ct no 

O
ffice of M

EC
 for 

Ed
ucation 

D
 Schäfer  

M
EC

 for Ed
ucation 

(W
C

) 
17 

21 483 6571 

W
C

ED
 Executive 

m
anagem

ent 
structure 

B Schreuder  
Head

 of D
epartm

ent 
(Driver of SDIP) 

16 
21 467 9280  

P Beets  
D

D
G

-C
urriculum

 and
 

A
ssessm

ent 
M

anagem
ent 

15 
21 467 2346 

T M
a

tseliso  
D

D
G

-Institutional 
D

evelopm
ent and

 
coordination  

15 
21 4672530 
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Business Unit 
N

am
e 

D
esignation 

Sa
la

ry 
level 

C
onta

ct no 

A
 Lew

is  
D

D
G

- Education 
Planning 

15 
21 467 2022 

L Ely  
D

D
G

-C
orporate 

Services 
15 

21 467 2537 

C
hief Directorate 

A
ssessm

ent and 
Exam

inations;  

T Singh  
C

hief D
irector 

14 
21 467 2541 

A
 C

lausen  
D

irector 
13 

21 467 2945 

L Bred
enkam

p 
D

eputy D
irector 

11 
21 467 2943 

M
 Lud

ick  
A

ssistant D
irector: 

C
lient Services 

9 
21 467 2246 

Directorate 
C

om
m

unication  
P A

ttw
ell  

D
irector: 

C
om

m
unication 

13 
21 4672531 

M
 M

erton  
D

ep
uty D

irector: 
Ed

itorial and
 

Language Services 
11 

21 467 2707 

N
 M

akosana  
D

eputy D
irector: C

lient 
Servicer 

12 
21 467 2825 

M
 D

e V
os  

D
ep

uty D
irector: 

M
ed

ia Production 
(M

anager: Ed
u m

ed
ia) 

11 
21 689 9536 

A
 Hanekom

  

A
ssistant D

irector: 
C

orpora
te 

C
om

m
unication 

Support 

9 
21 467 2531 

Directorate 
Business Strategy 
and Stakeholder 
M

anagem
ent 

W
 C

onrad
  

D
irector Business 

Strategy and
 

Stakehold
er 

M
anagem

ent    

13 
21 467 2382 

E G
ierdien  

D
ep

uty D
irector (SDIP 

coordinator) 
11 

21 467 2234 

Directorate 
Process Design 
and Im

provem
ent 

S A
frica  

D
ep

uty D
irector 

11 
21 466 9552 

R M
orris  

C
hief O

rganisation 
D

evelopm
ent 

Practitioner 
9 

21 466 9538 

  

 

1.3 
C

om
m

unication Plan 
 The purpose of the C

om
m

unication Plan is to d
efine the com

m
unication requirem

ents 
for the approved

 SD
IP 2018 - 2021 a

nd
 how

 inform
ation w

ill be d
istributed

. The table 
below

 d
epicts the follow

ing, in relation to the C
om

m
unication Plan for the SD

IP 
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 � 
“W

ho (Responsible)”: W
ho is responsible to com

m
unicate the inform

ation 
� 

 “W
hat”: 

W
hat 

inform
ation 

w
ill 

be 
com

m
unicated

 
(e.g. 

A
p

proved
 

SD
IP, 

SD
IP 

Im
plem

entation Plan, Progress on SD
IP Im

plem
entation, etc.) 

� 
“How

”: How
 the inform

ation w
ill be com

m
unicated

 (e.g. in m
eetings, via em

ail, via 
telephone, w

eb portal, etc.) 
� 

“W
hen”: W

hen inform
ation w

ill be d
istributed

 (e.g. d
ue d

ates/ the frequency of 
com

m
unica

tions) 
� 

“W
hy”: reason(s) for com

m
unication 

  

W
ho 

W
ha

t 
W

hen 
H

ow
 

W
hy 

W
C

ED
 SD

IP 
C

oord
inator 

A
pproved

 SD
IP 

2018 – 2021 to D
otP 9 M

a
r 2018  

H
a

nd
 d

elivered
 

cop
y a

nd
 

electronic version 
for storage. 

For colla
tion of 

a
ll Provincia

l 
SD

IPs  

D
otP 

SD
IP 2018 – 2021 

sub
m

itted
 to D

PSA
 

D
ue for subm

ission 
by 29 M

a
r 2018  

Electronic a
nd

 
p

riority m
a

il of 
origina

ls. 

C
om

p
lia

nce 
requirem

ent  

W
C

ED
 SD

IP 
C

oord
inator  

SD
IP 2018 – 2021 

subm
itted

 to D
otP 

 A
p

r 18 
H

a
nd

 d
elivered

 
cop

y a
nd

 
electronic version 
for storage. 

C
oord

ina
tion 

w
ithin the 

Province  

W
C

ED
 SD

IP 
C

oord
inator 

SD
IP 2016 – 2019 

report  to D
PSA

 
1 A

p
r 18 

Use Treasury/D
otP 

tem
p

late of A
R 

2017/ 18 

C
om

p
lia

nce 
report  

W
C

ED
 SD

IP 
C

oord
inator 

SD
IP 2016 – 2019 

report (2017 /18) 
1 A

p
r 18 (A

G
) 

Use D
PSA

 tem
p

late 
for 2017 /18 

C
om

p
lia

nce 
report for 
A

nnua
l Rep

ort 
2017/18  

W
C

ED
 w

eb
-

d
esigner  

SD
P 2018 – 2021 

pla
ce on the 

W
C

ED
 w

eb
site  

30 A
p

r 18 
A

lign the 
d

ocum
ent w

ith the 
b

ra
nd

 com
p

lia
nce 

guid
elines 

To share w
ith 

sta
kehold

ers  via
 

the W
C

ED
 

w
ebsite 

W
C

ED
 SD

IP 
C

oord
inator 

SD
IP 218 – 2021 to 

process ow
ners line 

M
a

na
gers   

30 A
p

r 18 
Report using 
BizProjects  
reporting a

nd
 

EXC
O

 d
iscussions 

To m
anage and

 
report regula

rly 

SD
IP 

C
ha

m
p

ion/D
river 

(H
oD

)  

 D
rive the SD

IP 2018 
- 2021 
im

p
lem

entation 

30 A
p

r 18 
D

rive using the 
EXC

O
 a

gend
a

s  
EXC

O
 m

em
b

ers 
w

ill be ta
sk ed

 to 
d

rive 
im

p
rovem

ent 
w

ithin Bra
nches. 

Feed
b

a
ck a

nd
 

d
iscu ssion on 

progress on a 
q

ua
rterly b

a
sis. 

W
C

ED
 SD

IP 
O

pera
tiona

lise the 
Bi-m

onthly 
The interna

l sta
ff 

Process ow
ners 
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 C
oord

inator 
SD

IP 2018 - 2021  
m

eetings a
nd

 
a

d
hoc m

eetings 
m

ust be used
 

a
nd

 line 
m

a
na

gers m
ust 

enga
ge sta

ff on 
SD

IP ta
rgets and

 
its exp

ectations. 
(a

t lea
st b

i -
m

onthly) 
W

C
ED

 SD
IP 

coord
inator &

 D
otP 

(ID
P)  

In collab
ora

tion 
w

ith D
BS, Process 

O
w

ners, Line 
m

a
na

gers  a
nd

 
their staff d

evelop 
releva

nt Sta
nd

a
rd

 
O

pera
ting 

Proced
ures (SO

P) 

C
ontinuously  

Use of the D
PSA

 
and

 or D
otP 

tem
p

lates for 
consistency  

To ensure SO
Ps 

per process 
w

ithin the SD
IP 

a
re rea

lised
 by 

the end
 of 

ta
rgeted

 
period

s.  
 

Individ
ua

l process 
ow

ners &
 line  

m
a

na
gers 

SD
IP 2018 – 2021 

Ta
rgeted

 m
a

teria
l 

d
ep

icting the 
sta

nd
a

rd
s to be 

a
chieved

 a
nd

 
sha

re w
ith the 

b
eneficia

ries.  

C
ontinuously  

A
s per of the 

Bizprojects 
m

ethod
olog

y 
ta

rgets for 
d

elivera
bles m

ust 
be d

eterm
ined

 
and

 rep
orted

 
up

on.  

Use the 
O

p
era

tiona
l 

M
a

na
gem

ent 
Fram

ew
ork 

tem
p

late for 
sta

nd
a

rd
s 

d
evelopm

ent 
a

nd
 record

-
keep

ing 
Process O

w
ners 

a
nd

 Line m
a

na
gers Q

uarterly progress 
reports  on SD

IP 
Im

p
lem

entation 

Q
uarterly 

Report using 
BizProjects  
reporting a

nd
 / 

EXC
O

 d
iscussions 

M
onitoring a

nd
 

EXC
O

 
d

iscussions  

W
C

ED
 SD

IP 
C

oord
inator 

Inp
ut the Ta

b
le 

A
nnua

l Rep
ort 

2017 2018 – 
inclusive of SD

IP 
Report 

A
nnua

lly b
y 30 Sep

  Use the D
PSA

 
reporting tem

p
late 

to inform
 the 

reporting 
requirem

ents. 

C
om

p
lia

nce 
ta

bling of A
R 

2017 /18  

W
C

ED
 w

eb
-

d
esigner  

A
nnua

l Rep
ort 

2017 2018 – 
inclusive of SD

IP 
Report on W

C
ED

 
w

ebsite 

30 Sep 18 
A

lign the 
d

ocum
ent w

ith the 
b

ra
nd

 com
p

lia
nce 

guid
elines  

C
om

p
lia

nce 
ta

bling of A
R 

2017 /18  

W
C

ED
 SD

IP 
C

oord
inator 

Req
uest q

ua
rterly 

progress reports  
31 Ja

n 19 
Report using 
BizProjects  
reporting a

nd
 

EXC
O

 d
iscussions 

M
onitoring a

nd
 

EXC
O

 
d

iscussions  

W
C

ED
 SD

IP 
C

oord
inator 

Rep
ort b

i-a
nnua

l 
progress report  

31 Ja
n 19 

C
olla

tion of the 
qua

rterly reports for 
the Bi -a

nnua
l 

report. 

M
onitoring a

nd
 

reporting to 
D

otP  

1.4 
Im

plem
entation Plan 

The 
W

estern 
C

ape 
G

overnm
ent 

(W
C

G
) 

is 
im

plem
enting 

an 
Enterprise 

Project 
M

anagem
ent system

 (called
 BizProjects) across all D

epartm
ents. This im

plem
entation 

aim
s to deliver a consolid

ated
 project and

 portfolio m
anagem

ent solution that w
ill 

a
d

d
ress the central governm

ent a
nd

 d
epa

rtm
ental requirem

ents in a flexible and 
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 structured
 m

anner w
hile delivering against the various governance structures w

ithin all 
levels, in Provincial and

 N
ational d

epartm
ents. 

The ‘Biz’ system
s are aim

ed
 at creating an easy, autom

ated
, and

 integrated
 system

 for 
province –w

id
e m

onitoring and
 evaluation. This w

ill help the W
C

G
 to offer a unified

 w
ay 

of m
onitoring a

nd
 reporting province-w

id
e perform

a
nce. W

e w
ill b

e in a
 b

etter p
osition 

as together w
e w

ill be able to use the perform
ance inform

ation for further analysis and 
evaluation that w

ill im
prove service delivery.  

W
hile the system

 is available for provincial-w
id

e m
onitoring and

 evaluation, W
C

ED
, the 

D
irectora

te: 
Business 

Stra
tegy 

a
nd

 
Sta

kehold
er 

M
a

na
gem

ent 
(D

BS) 
w

ill 
avail 

the 
D

epartm
ental 

BizProjects 
tools 

to 
operationalize 

the 
respective 

SD
IP 

w
ithin 

the 
D

irectorates and
 supporting com

ponents for internal m
anagem

ent only. Training and 
application support w

ill be provid
ed

 during planning and
 execution of the SD

IP over the 
3 years. See A

nnexure A
 - Extracts from

 the BizProjects training guide. 

Key im
plem

entation activities linked
 to the Project m

anagem
ent processes are the 

follow
ing: 

� 
Project C

ontext  
� 

Project Sched
ule &

 Planned
 C

ost  
� 

Project Planning Factors 
� 

C
hallenges 

� 
D

eliverables 
� 

Issues 
� 

Risks 
� 

Sp
a

tial Loca
tion 

� 
C

om
m

unication Plan 

1.5 
M

onitoring – and Reporting plan  

The D
epartm

ental Project O
ffice (w

ithin D
BS) the D

epartm
ental BizProjects allow

s for 
autom

ated
 reporting based

 on the need
 (w

eekly, m
onthly, quarterly, etc.) w

hile the 
D

PO
 office w

ill have view
ing rights to the m

anagem
ent of the projects, the respective 

Line m
anagers w

ill be responsible for the upd
ates on the system

 and
 the associated 

progress reporting. See A
nnexure B - A

 typical m
onthly reporting tem

plate.  

A
s per the cyclical reporting on progress reporting at various levels, the Process ow

ners 
and

 their m
anagers w

ill prepare quarterly reports for EXC
O

 (second
 highest d

ecision-
m

aking com
m

ittee w
ithin W

C
ED

) d
iscussion and

 im
provem

ents. These quarterly reports 
culm

inate into the A
nnual Report Part B (SD

IP) for tabling as w
ell as the annual SD

IP 
report for D

PSA
 d

ue by end
 M

ay yearly.   

1.6 
Evaluation plan 

 The W
C

ED
 Evaluation Plan for 2017 – 2020 sets out the intentions of the national 

evaluation planning m
od

el in general term
s and

 places the W
C

ED
 plan in context of its 

ow
n M

onitoring and
 Evaluation Policy. 
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 It notes the Provincial Strategic Plan and
 the W

C
ED

’s ow
n three Strategic G

oals and 
d

em
onstrates that the three projects identified

 for Evaluation are d
irectly linked

 to the 
three goals of the D

epartm
ent. 

 The W
C

ED
 Evaluation Plan for 2017 – 2020 sets out the intentions of the national 

evaluation planning m
od

el in general term
s and

 places the W
C

ED
 plan in context of its 

ow
n M

onitoring and
 Evaluation Policy. 

It notes the Provincial Strategic Plan and
 the W

C
ED

’s ow
n three Strategic G

oals and 
d

em
onstrates that the three projects identified

 for Evaluation are d
irectly linked

 to the 
three goals of the D

epartm
ent. 

 

  
A

s per the W
C

ED
 Evaluation Strategy/Plan the SD

IP 2016 – 2019 and
 2018 – 2021 d

o not 
require im

pact assessm
ents (evaluations for the next 3 years) other priority program

m
es/ 

projects w
ere id

entified
. See A

nnexure C
 - W

C
ED

 m
ulti-year Evaluation Plan). The W

C
ED

 
M

ulti-Year 
Evaluation 

Plan 
is 

attached
. 

How
ever, 

as 
part 

of 
the 

Line 
m

anagers’ 
responsibility and

 to support the im
provem

ents of the SD
IP 2018-2021, internal evaluations 

w
ill be concluded

 to inform
 the required

 im
provem

ents of services.  
  

1.7 
C

hange M
anagem

ent plan 
 Each Line M

anager/Process O
w

ner is responsible to ensure that a C
hange M

anagem
ent 

Plan (if applicable/required
) is d

eveloped and
 im

plem
ented

 for the SD
IP (for the 

d
evelopm

ent 
phase 

and
 

im
plem

entation 
process). 

Should
 

the 
need

 
arise 

for 
a

ssista
nce/a

dvice in this process, it is the responsibility of the Line M
anager/Process 

3 G
oals of W

C
ED

 and
 

O
bjectives of Provincial Strategic G

oal 

Im
prove Language and

 M
aths

Im
prove G

rad
e 12 results

Evaluation of M
aths 

Science and
 

technology G
rant

Evaluation of Plan to 
Im

prove M
aths and

 
Language in 104 schools 

(G
r R -3)

Im
prove ed

ucation 
provisioning in poorer 

com
m

unities

Evaluation of School 
N

utrition Plan
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 O
w

ner to liaise w
ith D

irectorate O
rganisational Behaviour (O

B) w
ithin the D

epartm
ent of 

the Prem
ier, w

ho offers the follow
ing C

hange M
anagem

ent services transversally to 
Provincial departm

ents: 

� 
Facilitate C

hange M
anagem

ent interventions related
 to Em

ployee, Team
 and 

O
rganisational Behaviour aspects; 

� 
Facilitate and

 advise on C
hange M

anagem
ent interventions for O

rganisational 
C

ulture; 
� 

Facilitate and
 advise on C

hange M
anagem

ent for organisational refinem
ent 

projects; and 
� 

Facilitate and
 advise on C

hange M
anagem

ent for IC
T system

s im
plem

entation.  
In term

s of the SD
IP, each Line M

anager/Process O
w

ner is responsible to ensure that a 
C

hange M
anagem

ent Plan (if applicable/required
) is d

eveloped for the SD
IP (for the 

d
evelopm

ent phase and
 im

plem
entation process).  

 

1.8 
SDIP Im

plem
entation, m

onitoring and reporting m
ethods 

The Service D
elivery Im

provem
ent Plan is aligned

 to the strategic plan ob
jectives w

ith a 
specific focus on im

proving id
entified

 services. The im
plem

entation of the Plan is infused 
into the d

ay to d
ay operational activities of the D

epartm
ent, in particular the projects in 

w
hich the sta

nd
ard

s are loca
ted

. 

The im
provem

ent actions planned
 herein w

ill be m
onitored

 through internal m
onitoring 

m
echanism

s, including quarterly tabling for the D
epartm

ental EXC
O

 and
 A

nnual 
Reporting a

s required
. Below

 the typical SD
IP cycle:  

 

2 
Strategic overview

  

2.1 
Vision  

 To provid
e q

ua
lity ed

uca
tion for every lea

rner in every classroom
 in every school in the province.  
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 In support of the W
estern C

ape Provincial G
overnm

ent vision - to C
rea

ting opportunity 
for all through im

proved
 ed

ucation outcom
es. This is given expression through three 

over-arching goals:  

1. 
A

n im
provem

ent in the level of language and m
athem

atics in all schools;  
2. 

A
n increase in the num

ber and
 quality of pa

sses in the N
ational Senior C

ertificate; 
and 

3. 
A

n increase in the quality of ed
ucation provision in poorer com

m
unities. 

2.2 
M

ission 
 

To provide quality ed
ucation to all learners in the province through the follow

ing: 
 •

 O
verall planning for, and

 m
anagem

ent of, the ed
ucation system

; 
•

 Ed
ucation in public ord

inary schools; 
•

 Support to ind
epend

ent schools; 
•

 Ed
ucation in public special schools; 

•
 Early C

hild
hood

 D
evelopm

ent (EC
D

) in G
rad

e R; 
•

 Training opportunities for teachers; 
•

 A
 targeted

 feeding program
m

e and
 other poverty alleviation and

 safety m
easures; 

and 
•

 Support to teachers through provision of basic cond
itions of service, incentives and

 an 
em

ployee w
ellness program

m
e. 

 2.3 
Values 

 

•
 

The prim
e im

portance of the learner; 
•

 
The values of the South A

frican C
onstitution and

 the Bill of Rights; 
•

 
Excellence through the supply of, and

 support for, an equipped
, positive and 

flourishing teaching cohort that is professional and
 d

ed
icated

; 
•

 
A

ccountability and
 transparency; and 

•
 

Integrity and
 excellence in ad

m
inistrative and support functions. 

 A
part from

 the values indicated
 above, the W

estern C
ape Ed

ucation D
epartm

ent also 
subscribes to the values of the W

estern C
ape G

overnm
ent: 
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2.4 
Legal M

andate, Listed Services and relevant stakeholder 

2.4.1 
Legislative and other m

andates  
 The D

epartm
ent’s w

ork is d
eterm

ined
 by several national, provincial legislation and 

policies. The various m
and

ates inform
 the business m

od
el still applicable to W

C
ED

 and
 

the organisational structure and
 its A

nnual operations m
anagem

ent plans. 
Please 

consult W
C

ED
 Strategic and

 A
nnual Perform

ance Plans for linked
 m

and
ates and

 its 
im

pact on this Service D
elivery Im

provem
ent Plan 2018 – 2021. See A

nnexure D
 – Extract 

from
 W

C
ED

 A
nnual Perform

ance Plan 2018 -2019 
 

2.4.2 
Legal Fram

ew
ork for SDIP 

The d
evelopm

ent of the SD
IP is inform

ed
 by Section 195(5) of the South A

frican 
C

onstitution (1996), w
hich states that “the public ad

m
inistration m

ust be governed
 by 

d
em

ocra
tic va

lues a
nd

 principles”: 

a
. 

A
 high sta

nd
ard

 of professional ethics m
ust be prom

oted
 and

 m
aintained

; 
b

. 
Efficient, econom

ic and
 effective use of resources m

ust be prom
oted

; 
c. 

Public ad
m

inistration m
ust be d

evelopm
ent-oriented

; 
d

. 
Services m

ust be provid
ed

 im
partially, fairly, equitably and

 w
ithout bias; 

e. 
People’s need

s m
ust be respond

ed
 to, and

 the public m
ust be encouraged

 to 
pa

rticipa
te in policy-m

a
king; 

f. 
Public ad

m
inistration m

ust be accountable; 
g. 

Transparency m
ust be fostered

 by providing the public w
ith tim

ely, accessible and 
accurate inform

ation; 
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 h. 
G

ood
 

hum
an 

resource 
m

anagem
ent 

and
 ca

reer-developm
ent 

practices, 
to 

m
axim

ise hum
an potential, m

ust be cultivated
; and

 
i. 

Public A
d

m
inistration m

ust be broadly representative of the South A
frican people, 

w
ith 

em
ploym

ent 
and

 
personnel 

m
anagem

ent 
practices 

based
 

on 
ability, 

objectivity, fairness, and
 the need

 to red
ress the im

balances of the past to 
achieve broad

 representation”. 

The im
plem

entation of these principles is governed
 by a Regulatory Fram

ew
ork, w

hich 
includ

es the follow
ing, (but not lim

ited
 to): 

i. 
Public Service A

ct, N
o. 103 of 1994; 

ii. 
Public Service A

m
end

m
ent A

ct, N
o. 5 of 1999; 

iii. 
Public Service C

om
m

ission A
ct, N

o. 46 of 1997; 
iv. 

Prom
otion of A

d
m

inistrative Justice A
ct, N

o. 3 of 2000;  
v. 

Public Finance M
anagem

ent A
ct, N

o. 1 of 1999;  
vi. 

Public Service Regulations, 2016; 
vii. 

W
hite Paper on the Transform

ing Public Service D
elivery (Batho Pele), 1997; and

 
viii. 

W
hite Paper on Hum

an Resource M
anagem

ent in the Public Service, 1997. 

The intention of d
eveloping a

n SD
IP is to facilitate the com

m
itm

ent of G
overnm

ent 
Institutions to continuous service d

elivery im
provem

ent m
echanism

s that seek to im
prove 

the nature and
 quality of the actual service being provid

ed
 and the m

anner in w
hich 

the service is d
elivered. 

 2.4.3 
O

ur Service beneficiaries (C
ustom

ers/C
lients) 

 
� 

Learners 
� 

Ed
uca

tors 
� 

Public Service staff 
� 

N
ational G

overnm
ent D

epartm
ent O

fficials 
� 

Provincial G
overnm

ent D
epartm

ent O
fficials  

� 
Local M

unicipality O
fficials 

� 
N

G
O

 staff m
em

bers 
� 

C
itizens/G

eneral Public 
� 

Parents  
� 

School G
overning Body (SG

B) m
em

bers 
� 

C
om

m
unity forum

s 
� 

Ed
ucation interest groups 

� 
Journalists 

2.4.4 
O

ur Stakeholders 
 

� 
O

ther d
epartm

ents/institutions/com
ponents in G

overnm
ent at a N

ational and
 

Provincial level 
� 

Labour Unions; Principals’ Forum
; School G

overning Bod
y A

ssociations 
� 

Special interest groups  
� 

N
G

O
s 

� 
C

om
m

unity lead
ers  
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 � 
Local G

overnm
ent structures 

� 
Institutions of H

igher Lea
rning 

� 
O

fficial D
onor A

ssistance  
� 

International Bodies (Public A
d

m
inistration)  

� 
C

itizens/ Parents 
 2.4.5 

W
C

ED structured stakeholder engagem
ents 

The 
table 

b
elow

 
d

epicts 
the 

key 
consultative 

m
echanism

s 
and

 
key 

structured 
stakehold

er engagem
ents w

ith beneficiaries. It should
 be m

entioned
 that the table is not 

an all-inclusive list w
ithin W

C
ED

.   
 

C
O

N
SULTA

TIVE M
EC

HA
N

ISM
S BY W

ESTERN
 C

A
PE EDUC

A
TIO

N
 DEPA

RTM
EN

TS 

Izim
bizo 

C
om

m
unity 

O
utreach 

C
om

plaints 
M

echanism
s 

Forum
s of different 
nature 

� 
N

ational 
D

epa
rtm

ent of 
Basic Ed

ucation 
M

inistry  
� 

Prem
ier’s 

C
oord

inating 
Forum

 (PC
F) – 

chaired b
y the 

Prem
ier of W

C
, 

w
ith M

ayors, 
M

unicipal 
m

anagers, 
M

inisters and
 

HoD
s 

� 
M

inisterial/ 
Provincial EXC

O
-

led
 structures 

(PTM
) 

� 
Provincial 
D

epa
rtm

ent of 
Local 
G

overnm
ent 

(lead
): 

Integrated 
D

evelop
m

ent 
Pla

nning (ID
P) 

betw
een 

m
unicipalities 

a
nd

 sector 
dep

artm
ents 

� 
Provincial 
Thusong 
Progra

m
m

e 
� 

D
PM

E: Ba
ck to 

Basics 
Progra

m
m

e 
� 

D
PM

E: Frontline 
Service D

elivery 
M

onitoring 
(Provincial) 

 

� 
Presidential 
Hotline 

� 
Provincial H otline 

� 
D

epa
rtm

enta
l 

feed
ba

ck/ 
com

plaints 
m

echanism
 

� 
A

nnual 
C

ustom
er 

Satisfaction 
Surveys (school 
staff) 

� 
O

n-line 
feed

ba
ck/ 

com
plaints 

m
echanism

 

� 
Provincial 
Education 
C

ouncil 
(a

d
visory 

com
m

ittee) 
 

W
C

ED STA
KEHO

LDER C
O

N
SULTA

TIVE M
EC

HA
N

ISM
S 

Stakeholder G
roups 

O
ther W

C
ED forum

s 
G

overnance & 
A

dm
inistration 

structures 

Labour Relations 
C

ollective 
Bargaining 

� 
Provincial 
Principals’ Forum

 
� 

School G
overning 

Body A
ssociations 

Forum
 

� 
Representative 

� 
C

ouncil of 
Education 
M

inisters (C
EM

) 
� 

HEA
D

-C
O

M
: 

Head
s of 

D
ep

a
rtm

ents for 

� 
Provincial 
M

a
na

gem
ent 

Tea
m

 (PTM
) - 

HoD
s of P rovincial 

dep
artm

ents 
� 

Provincial M
inister 

� 
C

ollective 
Bargaining 
C

ouncil 
� 

Provincial 
Education Labour 
C

a
ucus 
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C
ouncil of 

Lea
rners (RC

Ls)   
 

Education and
 its 

various sub
-

com
m

ittees 
� 

H
RM

 Pla
nning 

Forum
 

� 
HRD

 Forum
 

� 
D

epa
rtm

enta
l 

Training 
C

om
m

ittee 
� 

Q
uarterly Batho 

Pele Forum
 

m
eetings  

� 
A

ssessm
ent 

C
oord

inators’ 
Forum

  

of Ed
ucation w

ith 
Executive 
M

a
na

gem
ent 

(W
C

ED
) M

IN
- 

EXC
O

 
� 

W
C

ED
 EXC

O
 

� 
W

C
ED

 C
hief 

D
irectors a

nd
 

higher Senior 
m

anagers 
(TO

PC
O

) 
� 

Broad 
M

a
na

gem
ent &

 
Lead

ership - all 
S enior m

ana
gers 

w
ithin W

C
ED

 
� 

M
iddle 

M
a

na
gem

ent 
Structure 
(inform

al) - a
ll 

m
anagers level 

11 – 12 

(Ed
ucation 

Unions) 
� 

Provincial G
PSSBC

 
� 

M
ulti-La

tera
l 

F orum
 w

ith Public 
Service Unions 

 

 

 

2.4.6 
Listed services 

 The follow
ing core services are offered

 by the W
C

ED
 (see A

nnexure B), in line w
ith service 

beneficiaries: 

� 
O

verall planning for, and
 m

anagem
ent of, the ed

ucation system
 

� 
Ed

ucation in ord
inary public schools 

� 
Support to ind

epend
ent schools 

� 
Education in public special schools 

� 
Early C

hild
hood

 D
evelopm

ent (EC
D

) in G
rad

e R 
� 

Training opportunities for teachers and
 non-teachers 

� 
A

 targeted
 feed

ing program
m

e and
 other poverty alleviation and

 safety m
easures 

� 
Support to teachers through provision of basic conditions of service, incentives and 
an em

ployee w
ellness program

m
e 

The listed
 services are d

erived
 from

 the legislative m
and

ates, N
ational D

epartm
ent of 

Basic Education and the Program
m

e m
anagem

ent structures centrally d
eterm

ined 
und

er the N
ational Treasury / D

epartm
ent of Perform

ance M
onitoring and

 Evaluations. 
These m

and
ates are outlines in d

etail w
ithin the W

C
ED

 A
nnual Perform

ance Plan (A
PP). 

Furtherm
ore, refer to A

nnexure E: W
C

ED
 Business Process A

rchitecture [extract from
 the 

signed
 Business Process O

ptim
isation (BPO

) Phase 1 Report for W
C

ED
], w

hich d
epicts the 

D
epartm

ent’s services linked
 to the organisational structure, its assigned

 functions and 
responsibilities.  
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 3. Situational A
nalysis 

 The D
epartm

ent of Basic Ed
ucation in consultation w

ith N
ational Treasury and D

PM
E 

agree to the form
at of the Provincial Education D

epartm
ents. The standard

 form
at is 

attached
 as A

nnexure F for reference. The form
at prescribes the Program

m
es and

 sub-
program

m
es structure of the A

nnual Perform
ance plans and

 annual reports. W
hen 

perform
ance review

s against d
eterm

ined
 targets are conclud

ed
 quarterly to d

esignated 
oversight authorities, they eventually culm

inate into a conclud
ed

 A
nnual Report. 

Internally listed
 perform

ance achievem
ents relate d

irectly and
 or ind

irectly to the 
services the W

C
ED

 offers. These are then identified
 for im

provem
ent (if required

) as w
e 

w
ork 

tow
ard

s 
d

elivery 
of 

the 
Strategic 

Plan 
and

 
or 

the 
M

ed
ium

 
Term

 
Strategic 

Fram
ew

ork.     

W
C

ED
 is fortunate to have had

 the current SD
IP 2016 -2019 include the sam

e identified 
services 

for 
the 

SD
IP 

2018 
– 

2021. 
Reflection 

on 
the 

perform
ance 

and
 

possible 
im

provem
ents could

 be ga
uged

 directly from
 introspection by the relevant M

anagers 
and

 reporting structures, inclusive of the W
C

ED
 EXC

O
. 

It should
 be m

entioned
 that Statistics South A

frica d
a

ta
 w

a
s not d

irectly reflected
 upon 

d
uring these exercises, but is an im

portant source w
hich feed

s our W
C

ED
 C

entral 
Ed

ucation M
anagem

ent Inform
ation System

 (C
EM

IS). 

The d
elivery against the Batho Pele principles is reflected

 w
ithin the current SD

IP 2016 -
2019 of w

hich an assessm
ent w

as conducted
 by D

PSA
. The assessm

ent inputs w
ere 

consid
ered

 and
 influenced

 the im
provem

ents reflected
 w

ithin the SD
IP 2018 – 2021.    

A
 num

ber of key m
onitoring tools, analytics of stakehold

er structures and
 reflection on 

service d
eliveries pertinent to the id

entified
 services are d

epicted
 below

: 

3.1 A
nnual C

ustom
er Satisfaction Survey and Reports 

 The C
ustom

er Satisfaction Survey (C
SS) has been conducted

 since 2009 and
 2017 is the 

second
 year in w

hich A
LL Public schools w

ere invited
 to respond. The Survey provid

es 
staff at schools the opportunity to:  

(i) 
indicate the frequency of using certain of the D

istrict and
 Head

 O
ffice 

services;  
(ii) 

rate the quality of these services, and
 also  

(iii) 
com

m
ent briefly on any of the elem

ents covered
 in the survey.  

A
 total of 5 644 institution-based

 personnel from
 1 077 (72%

) public schools respond
ed. 

C
om

pared
 to 2016, this is an increase of m

ore than 2 000 responses. W
ith 2017 

celebrated
 as the Year of the Teacher, the num

ber of respond
ents per school has been 

increased
 from

 5 to 10, a proactive attem
pt to expand

 opportunity for responses from
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 our institution staff. Respond
ents ranged

 from
 post level 1-6 w

ith m
ost respond

ents in the 
ra

nge of 20-30 yea
rs experience. 

The below
 table d

epicts the com
parative responses to the W

C
ED

 C
ustom

er Satisfaction 
Reports 2015 – 2017 for selected

 Frontline Services, w
here ra

tings of 1 a
nd

 2 = Poor, 3 = 
Satisfactory and

 4 - 5 = G
ood

. 

Ratings of Selected Frontline Services 

Item
 

Year 2015 
Year 2016 

Year 2017 
Poor 

Satisfactory 
Good 

Poor 
Satisfactory 

Good 
Poor 

Satisfactory 
Good 

Call Centre 
9%

 
44%

 
46%

 
7%

 
53%

 
40%

 
9%

 
44%

 
46%

 
W

alk-In Centre 
6%

 
28%

 
66%

 
4%

 
56%

 
40%

 
6%

 
28%

 
66%

 
Safe Schools 

11%
 

52%
 

37%
 

17%
 

50%
 

33%
 

11%
 

52%
 

37%
 

W
ebsite 

5%
 

43%
 

52%
 

3%
 

37%
 

59%
 

5%
 

43%
 

52%
 

Telephone Response 
17%

 
49%

 
34%

 
14%

 
50%

 
36%

 
17%

 
49%

 
34%

 
W

ritten Response 
25%

 
50%

 
25%

 
25%

 
51%

 
24%

 
25%

 
50%

 
25%

 
HO

 Support 
13%

 
52%

 
35%

 
8%

 
53%

 
39%

 
13%

 
52%

 
35%

 
ED O

ffice Support 
6%

 
39%

 
55%

 
4%

 
37%

 
59%

 
6%

 
39%

 
55%

 
Finances 

9%
 

47%
 

44%
 

8%
 

51%
 

41%
 

9%
 

47%
 

44%
 

HR Support 
14%

 
50%

 
36%

 
12%

 
52%

 
36%

 
14%

 
50%

 
36%

 
CM

 Support 
5%

 
34%

 
61%

 
3%

 
31%

 
66%

 
5%

 
34%

 
61%

 
 Based

 on the visits and
 use of the services of service beneficiaries d

uring the reporting 
periods it w

as clear that our visitors and
 client service centres offered

 opportunities to 
ad

d
ress the com

m
unication and

 specifically the client services interface w
ith service 

recipients. The cha
llenge to im

prove the access of specific client services w
ere id

entified 
as 

long 
term

 
challenges 

w
hich 

should 
be 

ad
d

ressed
 

increm
entally 

w
ith 

d
ue 

consid
eration for cost, tim

ing and
 technological advancem

ents.   

The below
 table is an ind

ication from
 the C

ustom
er Satisfaction Survey participants’ use 

of W
C

ED
 accessible services betw

een 2015 - 2017.  

A
rea

 
Period

s 
N

ever 
1 - 2 
tim

es 
3 - 5 
tim

es 
6 - 10 
tim

es 
11 + 
tim

es 
Visited the w

alk-in 
/visitors’ centre at 
Head O

ffice 

2015 
47%

 
25%

 
15%

 
6%

 
7%

 
2016 

57%
 

22%
 

11%
 

4%
 

5%
 

2017 
59%

 
22%

 
10%

 
4%

 
4%

 
C

alled the W
C

ED C
all 

C
entre 

2015 
29%

 
23%

 
17%

 
12%

 
19%

 
2016 

26%
 

21%
 

18%
 

11%
 

24%
 

2017 
32%

 
23%

 
17%

 
10%

 
18%

 
Telephoned an official 
at Head O

ffice 
2015 

28%
 

21%
 

18%
 

11%
 

22%
 

2016 
24%

 
22%

 
17%

 
12%

 
24%

 
2017 

33%
 

24%
 

16%
 

9%
 

18%
 

Telephoned an official 
at the District O

ffice 
2015 

21%
 

16%
 

17%
 

15%
 

31%
 

2016 
18%

 
17%

 
18%

 
14%

 
33%

 
2017 

27%
 

20%
 

17%
 

12%
 

25%
 

C
onsulted the W

C
ED 

w
ebsite 

2015 
9%

 
13%

 
17%

 
17%

 
45%

 
2016 

9%
 

13%
 

17%
 

17%
 

45%
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  The satisfaction levels of service beneficiaries w
hich support the priority services for 

im
provem

ent are illustrated
 below

. C
om

m
unication is critical, and

 the im
provem

ent 
specifically 

to 
Exam

inations 
and

 
A

ssessm
ent 

m
anagem

ent 
queries 

areas 
require 

im
m

ediate 
attention. 

The 
com

m
unication 

areas 
w

ould
 

be 
ad

d
ressed

 
across 

the 
organisation w

ith specific service beneficiaries in m
ind

.  The project to im
prove the C

lient 
Services of the d

epartm
ent w

as a service of the previous SD
IP cycle. How

ever, the need 
for enhancem

ents to the C
all C

entre technology is illustrated
 by the dip in service 

satisfaction. The d
epartm

ent is confid
ent that the future enhancem

ents w
ould

 once 
again lift the satisfaction levels of com

m
unications in general.  

 

Responses – Support to schools and com
m

unication to Head and ED O
ffices 

Q
uestion 

Period 
Excep

tionally 
Poor 

Poor 
Satisfactory 

G
ood 

Excellent 
G

rand
 Total 

W
C

ED call centre 
[corporate 
(personnel & 
finance) m

atters] 

Yr2015 
2%

 
10%

 
46%

 
38%

 
5%

 
100%

 
Yr2016 

1%
 

6%
 

53%
 

34%
 

6%
 

100%
 

Yr2017 
2%

 
6%

 
53%

 
34%

 
6%

 
100%

 
W

C
ED w

alk-in 
centre (corporate 
and exam

 m
atters) 

Yr2015 
1%

 
5%

 
49%

 
40%

 
5%

 
100%

 
Yr2016 

1%
 

3%
 

56%
 

34%
 

6%
 

100%
 

Yr2017 
1%

 
3%

 
56%

 
34%

 
6%

 
100%

 
W

C
ED w

ebsite 
Yr2015 

1%
 

3%
 

36%
 

50%
 

9%
 

100%
 

Yr2016 
0%

 
3%

 
37%

 
49%

 
10%

 
100%

 
Yr2017 

1%
 

4%
 

43%
 

46%
 

7%
 

100%
 

Response to 
telephonic 
enquiries 

Yr2015 
2%

 
11%

 
50%

 
33%

 
4%

 
100%

 
Yr2016 

2%
 

12%
 

50%
 

31%
 

4%
 

100%
 

Yr2017 
3%

 
13%

 
49%

 
31%

 
4%

 
100%

 
Response to w

ritten 
enquiries 

Yr2015 
3%

 
19%

 
48%

 
27%

 
4%

 
100%

 
Yr2016 

5%
 

20%
 

51%
 

22%
 

2%
 

100%
 

Yr2017 
6%

 
19%

 
50%

 
22%

 
3%

 
100%

 
Safe Schools 
Support 

Yr2015 
8%

 
20%

 
46%

 
23%

 
3%

 
100%

 
Yr2016 

4%
 

14%
 

50%
 

29%
 

4%
 

100%
 

Yr2017 
4%

 
14%

 
49%

 
29%

 
4%

 
100%

 

 The tables below
 illustrate the responses to specifically the tw

o id
entified

 areas for 
im

provem
ents w

hich illustrate a trajectory of im
provem

ent over the years und
er review

. 
This by no m

eans ind
icates that the m

anagem
ent is satisfied

. Identified
 im

provem
ents to 

specific areas w
ill be unpacked

 over the next 3 years. 

2017 
12%

 
16%

 
21%

 
17%

 
34%
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  3.2 Stakeholder Engagem
ents  

3.2.1 The Provincial Principals’ Forum
 

The Provincial Principals’ Forum
 m

eets quarterly w
ith the W

C
ED

 m
anagem

ent (lead
 by 

the H
oD

) to d
iscuss item

s of concern and
 of m

utual interest. The forum
 further seeks 

clarity on Ed
ucation policy m

atters and
 gives their input to im

plem
entation challenges. A

 
cursory analysis of the 15 m

eetings held
 betw

een 2015 – 2017 revealed
 the follow

ing, 
w

hich is d
epicted

 below
: 

O
f the 299 agend

a item
s d

iscussed
, the top 3 areas of d

elivery covered
 the follow

ing: 
People M

anagem
ent Practices (HR) 69, C

urriculum
 and

 A
ssessm

ent (62) and
 Strategic 

M
atters (61). 

 

0%

20%

40%

60%

Yr2015
Yr2016

Yr2017

Ratings of Exam
inations and Assessm

ent 
M

anagem
ent

exceptionally poor
poor

satisfactory
good

excellent
Linear (satisfactory)
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 The People M
anagem

ent Practices 
(HRM

) and
 C

urriculum
 and

 
A

ssessm
ent w

ould 
naturally be the biggest area of concern/interest as the Principals are the direct line-
m

anagers responsible for im
plem

entation of these policy m
atters. The Strategic item

s are 
m

ostly the item
s the HoD

 shares w
ith the forum

 of an analysis/reporting nature for 
reflection and

 insight.  

The Forum
’s structure and

 com
position, cannot 

change focus, but the quality of 
engagem

ents can alw
ays im

prove to influence education policy im
plem

entation w
ithin 

the W
estern C

ape.  

 

3.2.2 
Stakeholder Engagem

ents w
ith com

m
unities (via M

unicipal IDP processes) 

The W
C

ED
 is integrally involved w

ith the M
unicipal Integrated

 D
evelopm

ent Plans (ID
P) 

processes annually. D
istrict officials (circuit m

a
na

gers) a
re requested

 to a
ttend

 the 
com

m
unity engagem

ents w
ithin m

unicipal w
ard

s and
 tow

ns. Their contributions are 
invaluable to position com

m
unity priority need

s and
 offer feed

-back to the Ed
ucation 

D
istrict and

 Head
-office structures w

hich influences W
C

ED
 priority need

s and
 d

elivery. 

The Province engaged
 in a priority need

s assessm
ent w

ith m
unicipalities w

hich inform
ed 

the 
process 

to 
d

eterm
ine 

the 
Strategic 

Joint 
Planning 

initiatives 
betw

een 
Sector 

d
epartm

ents and
 m

unicipalities, to w
hich lead

- and
 support d

epartm
ents/entities/ 

m
unicip

alities w
ere assigned

. W
C

ED
 are the lead

 d
epartm

ent for the follow
ing Joint 

Planning Initiatives (13) agreed
 upon for delivery and

 reporting (2015 -2017).  

  M
unicipality 

JPIs 
M

unicipality 
JPIs 

Bea
ufort W

est M
unicipa

lity  
1 

O
verstrand

 M
unicipality 

1 
Bergrivier M

unicipa
lity 

1 
Prince A

lbert M
unicipa

lity 
1 

Bitou M
unicipa

lity  
1 

Sald
anha Bay M

unicipality 
1 

G
eorge M

unicipality  
1 

Sw
artland M

unicipality  
1 

Hessequa M
unicipality  

1 
Sw

ellenda
m

 M
unicipality 

1 
M

ossel Bay M
unicipality  

1 
W

itzenberg M
unicipa

lity 
1 

O
ud

tshoorn M
unicipality  

1 
Total  

13 
 

23%

21%

20%

19%
20%

20%
21%

21%
22%

22%
23%

23%
24%

People M
anagem

ent Practices

Curriculum
 and Assessm

ent

Strategic m
atters

Top 3 m
anagem

ent areas
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 Progress and
 im

provem
ents w

ere reported
 to the ID

P structures includ
ing the Prem

ier’s 
C

oordinating Forum
, chaired

 by the Prem
ier. The forum

 is represented
 by the M

ayors, 
M

unicipal M
anagers, M

EC
s of Provincial D

epartm
ents and

 their Head
s of D

epartm
ents.  

The analysis of the JPIs illustrate the links w
ith the Ed

ucation areas and
 their respective 

services. Ed
ucation policy issues are the cross cutting elem

ent id
entified

 through the JPI 
processes and

 its d
eliverables. Im

proved
 com

m
unications of these policies a

re key to 
successful im

plem
entation and

 application. The JPI’s and
 its associated

 projects over the 
years have been d

eclared
 either concluded, operationalised

 w
ithin planning processes 

and
 or still active and requiring regular progress feedback. The top 4 Ed

ucation areas 
id

entified
 as com

m
unity need

s are reflected
 as percentages below

: 

 

 

A
t present W

C
ED

 lead
 JPIs status is as follow

s: 7 JPIs are still active, of w
hich 2 w

ere 
proposed

 to be closed
 (conclud

ed
 – M

unicipalities to agree), 1 m
ust be re-assigned

 to 
D

epartm
ent of Higher Ed

ucation (FET C
olleges m

a
nd

a
tes) a

nd
 the ba

lance (4) require 
quarterly progress feed

back. 

The ed
ucation policy issues requiring clarity and

 inform
ation sharing at the m

unicipality 
engagem

ent 
level 

are 
am

ongst 
others; 

School 
A

d
m

ission 
policies, 

A
ccess 

to 
Infrastructure d

evelopm
ent/m

aintenance (schools), Lea
rner Tra

nsport policy, School a
nd 

Learner 
Safety, 

Language 
policies, 

curriculum
 

choices 
leading 

to 
em

ploym
ent 

opportunities, exam
ination and

 assessm
ent (p

rogression) criteria, etc.     

    

38%

31%

23%

8%

W
CED lead JPIs w

ithin Education Areas             
2015 -2017

Curriculum
 and

Assessm
ent

Institutional
M

anagem
ent and

G
overnance Planning

Infrastructure and
Resources

Further Education and
Training (DHE)
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 3.2.3 
Provincial Education Labour Relations C

ouncil  

� 
The 

Provincial 
Ed

ucation 
Labour 

Relations 
C

ouncil 
(PELRC

) 
is 

the 
provincial 

cham
ber in w

hich the W
C

ED
 m

anages the relationship w
ith Educator Unions w

ith 
the 

aim
 

of 
ensuring 

harm
ony 

and
 

labour 
peace. 

The 
num

ber 
of 

PELRC
 

representatives are as follow
s:  

� 
Em

ployer (W
C

ED
) – 10;  

� 
South A

frican D
em

ocratic Teacher’s Union (SA
D

TU) 7;  
� 

N
ational Professional Teacher’s O

rganisation of South A
frica (N

A
PTO

SA
) – 2 and

  
� 

Suid-A
frikaanse O

nderw
ysunie (SA

O
U) - 1.  

A
t lea

st 4 sched
uled

 m
eetings under the elected

 chairm
anship of union officials are held 

annually w
ith the objective to ensure labour harm

ony am
ongst the largest group of 

em
ployees w

ithin the W
C

ED
. The graph below

 illustrates the agend
a type item

s spread 
over the 2015 – 2017 years.   

 

D
uring the past 3 a

ca
d

em
ic yea

rs, a
 total of 12 scheduled

 m
eetings and

 1 special 
m

eeting w
ere held

. 171 item
s w

ere discussion-points on the respective agend
as, of 

w
hich W

C
ED

’s standing item
s covered

, am
ongst others, the follow

ing:  

� 
D

ispute Prevention; 
� 

Em
ployer Health and

 W
ellness; 

� 
Integrated

 Q
uality M

anagem
ent System

 (IQ
M

S); 
� 

M
ed

ium
 Term

 Expenditure Fram
ew

ork (staffing expend
iture); 

� 
N

ational Teacher A
w

a
rd

s (N
TA

); 
� 

Red
esign/A

lignm
ent of D

istricts and
  

� 
W

hole School Evaluation (W
SE). 
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In respect of the pie chart above, w
hich represents the top 6 ed

ucation areas under 
d

iscussion at the PELRC
 m

eeting; it is obvious that the bread
 and

 butter issues w
ill be the 

m
ost covered

 area, i.e. People M
anagem

ent Pra
ctices. H

ow
ever, item

s on d
iscussion 

covers the entire spectrum
 of ed

ucation and
 d

epicts a soundly m
anaged

 stakeholder 
engagem

ent w
hich is value ad

ding. The fact that issues require clarity, also points 
tow

ard
s the need

 for im
proved

 com
m

unication w
ith stakeholders. The m

ost appropriate 
com

m
unication m

eans need
s to be explored

 per m
anagem

ent area to ad
d

ress the 
unique challenges experienced

.    

3.2.4 
Broad M

anagem
ent and Leadership 

The Broad
 M

anagem
ent and

 Leadership (BM
L) structure is an im

portant stakehold
er 

engagem
ent of Senior M

anagers, chaired
 by the HoD

 of W
C

ED
. BM

L m
eets at least 

once a quarter and
 hold

s a Strategic Planning Session once per annum
; and

 could
 invite 

experts to rend
er assistance and

 advice on various topics relating to the ed
ucation 

landscape.  

The gra
ph below

 d
epicts the BM

L a
genda

 topics sprea
d

 a
cross the bra

nches of the 
d

epartm
ent.  
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C
learly on average the C

orporate Services topics featured
 m

ore on the agend
as. This 

supports the focus of 2015 and
 2016 to reflect on budget vs. expenditure and

 people 
m

anagem
ent issues by the then HoD

 and
 the new

 w
ith effect 1 N

ovem
ber 2016.    

The D
epartm

ent of the Prem
ier leads a provincial w

id
e exercise in support of the SD

IP 
2016 – 2019 d

evelopm
ent process, i.e. Business Process O

ptim
isation (BPO

). This involved 
all Senior m

anagers of the W
C

ED
 rating all services m

anaged
 by each SM

S m
em

bers. 
The individ

ual ratings w
ere collated

 and
 agg

regated
 using the priority need

s tool. The 
follow

ing list w
as offered

 to W
C

ED
 for d

elib
era

tion a
nd

 d
uring d

iscussions a
t EXC

O
 

agreed
 to the below

-m
entioned

 priorities for Business Process O
ptim

isation (BPO
) for the 

d
epartm

ent.  See A
nnexure G

 

O
riginal list: 

1. 
M

anage Specialised
 Ed

ucation Support Services 
 

3.85 
2. 

Provide Recruitm
ent and

 Selection Service                      
3.50 

3. 
M

anage C
ape Teaching and

 Lead
ership Institute        

3.45  

W
C

ED
 EXC

O
 final list: 

1. 
M

anage Specialised
 Ed

ucation Support Services 
 

3.85 
2. 

Provide Recruitm
ent and

 Selection Service                      
3.50 

3. 
M

anagem
ent of Exam

inations and
 Printing A

d
m

inistration  
3.40 

The exercise culm
inated

 in the BPO
 Phase 1 Report shared

 w
ith relevant line-m

anagers 
as D

otP PD
I attem

pt to establish business 
process 

M
aps 

and
 stand

ard
 

operating 
proced

ures w
ithin all departm

ent of the province.  

O
n the back of the BPO

 Phase 1 Report and
 further consultations w

ith the SD
IP team

 
lead

 to the d
eterm

ination of the tw
o prioritised

 services for the SD
IP 2016 – 2019. EXC

O
 

agreed
 

to 
the 

services 
w

ithin 
the 

D
irectorate 

C
om

m
unication 

and
 

D
irectorate:  

Exam
inations A

d
m

inistration. i.e.:  

Service O
ne:  Exam

inations Registrations and
 C

lient Service support 

Service Tw
o:  C

om
m

unication to Parents and
 C

itizens     

0
2

4
6

8
10

ALL
CO

RPO
RATE SERVICES

CU
RRICU

LU
M

 AN
D ASSESSM

EN
T …

EDU
CATIO

N
 PLAN

N
IN

G
IN

STITU
TIO

N
AL DEVELO

PM
EN

T &
 …

O
HO

D

7
10

1 1
2

5 5
1

3
6

2
9

3
6

2
3

BM
L topics 2015 -2017

2017
2016

2015
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 See A
nnexure G

: Extract from
 EXC

O
 m

inutes of 10 D
ecem

ber 2015 and
 14 D

ecem
ber 

2017. 

This is certainly not the only focus of the BM
L structure. The agenda over acad

em
ic years 

includ
e preparing for the new

 academ
ic year, reflecting on results/delivery achieved 

and
 planning for the N

ew
 Year in respect of all the policy areas of ed

ucation. It’s the 
platform

 from
 w

hich the Strategic Plan, in line w
ith governm

ent agend
as, is plotted

 and 
m

anoeuvred
.    

3.2.5 A
uditor- G

eneral and A
udit C

om
m

ittee findings 
 The W

C
ED

 achieved
 C

lean A
ud

it A
w

ard
s for three years in a row

, includ
ing

 2017/18, and 
is the first Provincial Ed

ucation D
epartm

ent to achieve this. The Financial M
anagem

ent 
Im

provem
ent Plan (FM

IP) is the W
C

ED
 official m

eans to track the progress im
provem

ent 
of findings to the A

ud
itor-G

eneral’s opinion of the d
epartm

ent.  

The follow
ing table ind

icates the overall im
plem

entation rate based
 on the num

ber of 
action plans hand

ed
 over since the 2013/14 financial year to 31 D

ecem
ber 2017.  Figures 

a
re reported

 cum
ulatively.  

  

Handed over 
Expired 

A
ction Plans 

Im
plem

ented 

A
ction Plans in Progress to 

be Follow
ed Up in 2017/18 

2013/14 
62 

62 
61 

1 closed
 out 

2014/15 
45 

45 
44 

1 closed
 out 

2015/16 
17 

17 
17 

0 

2016/17 
48 

44 
28 

14 (2 closed
 out) 

2017/18 
34 

5 
0 

5 

O
verall 

206 
173 

150 
23 

 In general, the ed
ucation challenges centre around

 operational level im
provem

ent of 
plans. The quarterly reporting by the Internal C

ontrol Unit of the W
C

ED
 at EXC

O
 m

eetings 
ultim

ately lead
s to im

provem
ent of service delivery across the D

epartm
ent.  

3.2.6 DPM
E M

PA
T com

parative scores 
 M

PA
T focuses on m

anagem
ent practice in four key perform

ance areas (KPA
s): Strategic 

M
anagem

ent, G
overnance and

 A
ccountability, Hum

an Resource M
anagem

ent, and 
Financial M

anagem
ent. D

epartm
ents assess them

selves against a set of stand
ard

s and 
provid

e 
evidence 

of 
their 

com
pliance. 

These 
assessm

ents 
are 

m
od

erated
, 

and 
opportunities to challenge the m

od
eration are provid

ed
 and

 ad
justm

ents can be m
ade 
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 based
 on the evid

ence provided
. This ela

bora
te process brings som

e m
ea

sure of 
objectivity to the process. The W

C
ED

 have consistently scored
 above 3.5 from

 a possible 
4 for its G

overnance and
 A

ccountability m
anagem

ent area of M
PA

T. The enorm
ity of 

m
anaging a large d

epartm
ent of 40 000 em

ployees is a challenge on its ow
n. How

ever, 
the im

provem
ent strid

es to its w
eakest M

PA
T scoring area, i.e.  Hum

an Resources 
M

anagem
ent, is a constant focus of the D

epartm
ent. This should be seen against the 

back-drop of the largest d
epartm

ent in the W
estern C

ap
e, but also the best perform

ing 
Provincial Ed

ucation D
epartm

ent in South-A
frica.   

The b
elow

 graphs illustrate the Provincial D
epartm

ents of the W
estern C

ape’s M
PA

T 
achievem

ents over the years for G
overnance &

 A
ccountability and

 Hum
an Resources 

M
anagem

ent.  
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 The graphs below
 illustrate the W

C
G

 d
epartm

ent’s rankings, in relation to M
PA

T 1.2 to 
1.6: 

 

 

The d
iagram

 below
 d

epicts the overall ranking of the provinces and national 
d

epartm
ents, in relation to M

PA
T 1.2 to 1.6: 

 

 

In the context of the M
PA

T application, it should
 be m

entioned
 that the stand

ards levels 
are increased

 year-on-year w
ith the objective to im

prove governm
ent service delivery 

overall. These changes of stand
ard

s are m
ostly applied

 to the 4 level areas (d
elivering 
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 sm
artly) w

hile the 3 areas are the policy requirem
ent areas, w

hich are upd
ated

 based 
on ind

ividual prom
ulgations.  

Key to successful application and
 m

anagem
ent of the M

PA
T a

rea
s a

re com
m

unica
tion 

processes, especially in a large organisation w
ith m

ulti-levels of d
elivery (Head

-office, 
D

istrict O
ffices and

 Schools). 

3.3 C
om

m
unication to schools 

 A
nnually W

C
ED

 com
m

unicates policies, im
plem

entation plans, m
onitoring activities, 

share reports, etc. to relevant service beneficiaries via the official C
irculars and

 C
ircular 

m
inutes. C

irculars require approval/signature by the Head
 of D

epartm
ent w

hile C
ircular 

m
inutes are approved

/signed
 by the relevant Bra

nch Head
, i.e. D

eputy D
irector-

G
eneral. Since all schools have access to e-m

ails, these com
m

unications are sent 
electronically for the relevant education officials attention. 

Through an analysis of the circulars issued
 d

uring the past 3 years it is evident that W
C

ED
 

com
m

unicates 
continuously, 

specifically 
to 

schools. 
The 

graph 
below

 
provid

es 
an 

indication of the circulars and
 circular m

inutes, exclud
ing HoD

 quarterly letters to 
Principals distributed

 to schools d
uring the years 2015 - 2017. 

 

D
uring the 3 years, the d

ifferent Branches w
ithin ed

ucation issued
 on average 13 

C
irculars per annum

, except for C
orporate Services d

uring 2015. How
ever, the Branch 

C
urriculum

 
and

 
A

ssessm
ent 

M
anagem

ent issues 
significantly 

m
ore 

circular 
m

inutes 
annually com

pared
 to the rest.  

A
 

cursory 
analysis 

of 
the 

circular 
m

inutes 
issued

 
by 

the 
Branch 

C
urriculum

 
and 

A
ssessm

ent M
anagem

ent, reveals that the exam
ination and

 assessm
ent criteria and 

prepara
tions for exa

m
ina

tions require com
m

unication w
ith schools and

 exam
ination sites 

across the province. The m
ost effective m

eans of com
m

unication rem
ains via e

-m
ail to 

0
5

10
15

20
25

30

CO
RPO

RATE SERVICES 

CU
RRICU

LU
M

 AN
D ASSESSM

EN
T 

M
AN

AGEM
EN

T 

EDU
CATIO

N
 PLAN

N
IN

G

IN
STITU

TIO
N

AL DEVELO
PM

EN
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D 
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O
RDIN

ATIO
N

30
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 ed
ucation sites. The challenge, how

ever, rem
ains w

hether the W
C

ED
 can red

uce the 
num

ber of form
al com

m
unications to its stakeholders.  

 

 

 

3.4 C
om

plaints m
echanism

s 
3.4.1 

C
ustom

er Satisfaction Surveys 

The analysis of the com
plaints received

 via the C
ustom

er Satisfaction Survey over the last 
3 years are listed

 the below
 com

m
unication a

s the a
rea

 tha
t requires urgent a

ttention. 
The 

com
m

ents, 
com

plaints 
and

 
com

plem
ents 

section 
of 

the 
annual 

C
ustom

er 
Satisfaction Survey m

ust be read
 against the average resp

onses to the options. O
n 

average 
the 

survey 
reports 

illustrate 
29%

 
com

m
ents; 

35%
 

com
plaints 

and
 

36%
 

com
plem

ents.  

The specific client services w
ere prioritised

 to offer an im
proved

 service. The need
 to 

im
prove 

the 
service 

to 
lea

rners 
and

 
ed

ucators 
involved

 
w

ith 
exam

ination 
and 

assessm
ent issues w

ere prioritised
 as the next area

 of attention.   

 

C
om

m
ents 

C
om

plaints 
C

om
plem

ents 
Totals 

1489 
1830 

1857 
5176 

29%
 

35%
 

36%
 

100%
 

   

The top 6 com
plaints for the 2015 C

SS 
SERVIC

E Q
UESTIO

N
S 

Top 6 
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Equipm
ent and

 Furniture Supply Support 
11%

 
Infra

structure M
a

intena
nce Sup

p
ort 

7%
 

Response to Telephonic Enquiries 
7%

 
Text Books and

 Support M
a

terial Support 
6%

 
Special Education N

eed
s Support by Psychologists 

5%
 

Special Education N
eed

s Support by Social W
orkers 

5%
 

The top 6 com
plaints for the 2016 C

SS 
SERVIC

E Q
UESTIO

N
S 

Top 6 
Infra

structure a
nd

 m
aintena

nce sup
p

ort 
12%

 
Response to telephonic enquiries 

6%
 

Safe Schools Support 
6%

 
Specialised

 Support by psychologists 
6%

 
Specialised

 Support by social w
orkers 

5%
 

A
d

m
inistration of Salaries and

 Pay Slips m
atters 

5%
 

The top 6 com
plaints for the 2017 C

SS 
SERVIC

E Q
UESTIO

N
S 

Top 6 
W

C
ED

 ca
ll centre [H

um
a

n Resources a
nd

 Fina
nce m

atters] 
15%

 
Telephonic enquiries Response to  

6%
 

W
C

ED
 w

a
lk-in centre (Hum

a
n Resources a

nd
 Fina

nce m
a

tters) 
6%

 
Infra

structure a
nd

 m
aintena

nce sup
p

ort 
5%

 
A

d
m

inistration of Salaries and
 Pay slip m

a
tters 

4%
 

Specialised
 Support by psychologists 

4%
 

 3.4.2 The President’s Hotline  

The Presidential Hotline, 17737, should
 be used

 w
hen all your attem

pts to get assistance 
from

 a G
overnm

ent D
epartm

ent, Province, M
unicipality or State A

gency have failed
. It is 

not only a com
plaints line. You can call to share your view

s or provid
e solutions to the 

challenges in your com
m

unity. 

The analysis of the Presid
ent’s Hotline, w

hich is m
anaged

 w
ithin the Province at D

otP and 
the 

coord
inating 

directorate 
w

ithin 
W

C
ED

 
C

om
m

unication 
D

irectorate, 
offers 

the 
follow

ing insights: 

D
uring the period

 2015 – 2017, the D
epartm

ent received
 a total of 84 logged

 calls for 
follow

-up, of w
hich 1 com

plaint w
as erroneously linked

 w
ith the W

C
ED

, w
hile it w

as 
resolved

 as a D
epartm

ent of Health issue.  

80%
 of calls logged

 w
ere registered

 as com
plaints and

 the 20%
 a

s enquiries. O
bviously 

enquiries are resolved
 w

ithin a quicker turn-around
 tim

e. The D
epartm

ent, using its Head-
office structure, Ed

ucation D
istrict offices and

 or Schools, resolved
 all 84 item

s on 
average w

ithin 23 days. 

The cursory analysis of the ed
ucation issues for com

plaints received
 from

 2015 – 2017 is as 
follow

s:  
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The top 7 issues are listed
 above, w

hich in general show
s a general d

ecrease trend
.  

A
d

m
ission policies of schools, bullying and

 ed
ucator salary m

atters are the top areas of 
com

plaints. How
ever, W

C
ED

 invests heavily in its attem
pt to ad

dress these issues. 

The com
paratively higher num

ber of com
plaints pertaining to ad

m
issions should

 be 
view

ed
 against the backdrop of the in-m

igration of approxim
ately 20 000 learners into 

the province per annum
. The vast m

ajority of these w
ould

 not have used
 the enrolm

ent 
platform

s available online. A
s a consequence, trem

end
ous strain is placed

 on the 
system

. 

The early enrolm
ent cam

paign is geared
 at parents and

 citizens’ responsibility to apply 
early for enrolm

ent at school entry and for second
ary ad

m
ission. W

e encourage 
applying to m

ore than 1 school to im
prove the cha

nces of a
cceptance. 

The A
nti-Bullying cam

paign is another, w
here m

arketing is applied to ad
d

ress the m
any 

m
ed

ia m
eans to spread

 the m
essage to citizens and

 learners.   

  3.5 
Sum

m
arised findings of the situational analysis 

 � 
C

om
m

unication, in different form
ats practised

 by staff at the Head
-O

ffice and
 the 

D
istrict-offices, is the low

est rated
 service of the D

epartm
ent accord

ing to the annual 
W

C
ED

 C
ustom

er Satisfaction Survey Reports. 
� 

The im
plem

entation of N
ational and

 or Provincial policies w
ill rem

ain a challenge for 
Line-m

anagers w
ith general acceptance and

 und
erstanding of the intensions for 

service beneficiaries creating the m
ost issues. 

� 
W

C
ED

 should
 consciously look at all its stakeholder engagem

ents and
 introduce 

strategies to im
prove the overall effectiveness of its structures a

nd
 to im

prove the 
quality and

 im
pact of its engagem

ents.   

9

3 3

1 1
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1
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2
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 � 
The W

C
ED

 m
od

el of com
m

unication via School G
overning Bod

ies to parents holds its 
ow

n challenges. N
eed

s of com
m

unities are either ad
dressed

 via form
al channels 

(SG
B and

 or C
om

m
unity engagem

ents).  
� 

C
om

m
unity engagem

ents offer m
ore challenges: Parents have the choice to ad

m
it 

their children at schools outside their residential areas and
 the needs em

anating from
 

these engagem
ents are not necessarily the need

s of the resid
ential com

m
unities.  

� 
The harm

ony and
 labour peace is the greatest risk of an ed

ucation departm
ent. 

How
ever, w

hile the focus rem
ains fixed

 on the policy im
plem

entation challenges, 
W

C
ED

 is seen to d
eliver w

ell com
pared

 to other provincial d
epartm

ents. 
� 

W
C

ED
 G

overnance and
 A

ccountability is perceived
 as exceeding expectations in 

relation to the M
PA

T lens of the D
epartm

ent of M
onitoring and

 Evaluation (D
PM

E). 
O

ver tim
e w

e w
ould

 expect that stand
ards w

ithin the area be increased
 to m

ove all 
governm

ent d
epartm

ents forw
ard

 tow
ards im

proved
 service d

elivery.  
� 

The num
ber of circulars issued

 to schools (service beneficiaries) are driven by the 
num

ber of policies and
 its im

plem
entation challenges experienced

. Hence, to 
a

d
d

ress a
nd

 or red
uce the num

bers of circula
rs is not necessarily the only (best) w

ay 
to ad

d
ress the challenges. O

ne should
 im

plem
ent a longer term

 strategy in-line w
ith 

the policy im
plem

entation processes associated
 w

ith the applicable policy. These 
phases of policy im

plem
entation, review

 and assessm
ent is cyclical in nature.    

� 
C

om
plaints over the period

s of the A
nnual C

ustom
er Satisfaction Survey (2010 -2017) 

average 1/3 of all com
m

ents received
; w

hich equal the num
ber of com

plim
ents.    

� 
The com

plaints, com
m

ents and
 com

plim
ents are channelled for noting and

 action, 
annually. This also drives im

provem
ent of delivery and

 allow
s for line m

anagers to 
introduce initiatives to d

irectly and
 or ind

irectly ad
d

ress the “shortcom
ings” id

entified
. 

� 
The Presid

ent’s hotline is a com
plaints m

echanism
 w

hich offers a d
ifferent lens on 

com
plaints and

 should not be ad
d

ressed
 in isolation.  

 

These sum
m

arised
 find

ings w
ill be includ

ed
 a

s either solutions a
nd

 or cha
llenges for 

solutions w
ithin the id

entified
 services of the SD

IP 2018 – 2021. 
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4. Action Planning: Key Service 1 – Examinations Registration and Client Service Support: 
 

KEY SERVICE SERVICE 
BENEFICIARY PERFORMANCE AREA 

Current 
Quantity: 
Overall 
Performance 
 
BASE YEAR 0 
PERFORMANCE 
LEVELS 

Desired 
Quantity: 
Overall 
Performance 
 
YEAR 1:  
PERFORMANCE 
TARGET 

Desired 
Quantity: 
Overall 
Performance 
 
YEAR 2: 
PERFORMANCE 
TARGET 

Desired 
Quantity: 
Overall 
Performance 
 
YEAR 3: 
PERFORMANCE 
TARGET 

Examinations 
Registrations 
and Client 
Service 
support 

 

• Learners 
• Educators 
• Public 

Service staff 
• Officials from 

other 
National- 
and 
Provincial 
Government 
Departments 

• Officials from 
Local 
municipalities 

• Staff 
members of 
NGO’s 

• Citizens 

Performance area 1: 
Examination 
Registration 
 
Performance area 2: 
Client Service 
Support 

13 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
SCA registrations 

15 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
NSC registrations 

 

 

10 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
SCA registrations 

10 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
NSC registrations 

It is envisaged 
that the 
reduction in the 
number of 
clients assisted 
at the Walk-in 
Centre (located 
at Head Office) 
would be due to 
the increase in 
the number of 

7 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
SCA registrations 

7 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
NSC registrations 

It is envisaged 
that the 
reduction in the 
number of 
clients assisted 
at the Walk-in 
Centre (located 
at Head Office) 
would be due to 
the increase in 
the number of 

5 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
SCA registrations 

4 000 clients 
assisted at the 
Walk-in Centre 
(located at 
Head Office) for 
NSC registrations 

It is envisaged 
that the 
reduction in the 
number of 
clients assisted 
at the Walk-in 
Centre (located 
at Head Office) 
would be due to 
the increase in 
the number of 
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clients 
accessing the 
registration 
service on-line 
or at their 
closest District 
Office (if the 
service is 
decentralized) 

clients 
accessing the 
registration 
service on-line 
or at their 
closest District 
Office (if the 
service is 
decentralized) 

clients 
accessing the 
registration 
service on-line 
or at their 
closest District 
Office (if the 
service is 
decentralized) 

Process 

mapping & 

unit costing 

See Annexures G reflecting the High Level Business Process Map 1: Examinations Registrations and Client Service 
support as well as the listed SOPs either concluded and or work-in-progress. 

Problem 

analysis and 

Problem 

statement 

The Chief Directorate Assessment and Examinations manages the administration, conduct and resulting processes 
for the following five examinations annually:  
 
• National Senior Certificate (NSC) in November;  
• NSC Supplementary during February/March;  
• Senior Certificate (SC) during May/June;  
• AET Level 4 examinations in May; and  
• AET Level 4 examinations in November.  

The Directorate Examinations Administration renders the following information and administrative services to its 
clients throughout the year, although enquiries regarding specific examinations and functions tend to peak during 
registration periods and the period in which results are announced: 

1. Registrations for examinations; 
2. Result enquiries; 
3. Request for replacement certificates; 
4. Application and enquiries about re-marking; and 
5. Advice on which subject combinations would lead to certification. 
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The Walk-in Centre assists the following clients: 

1. Unemployed youths not in possession of a matric certificate; 
2. Unemployed adults who left school at grade 9 level or earlier wanting to complete matric; 
3. Working adults not having matric; 
4. Working adults who were in matric and failed matric wanting to acquire a matric qualification; 
5. Adults who are illiterate and wanting to acquire a qualification viz. AET and thereafter a Senior Certificate;  
6. Youths who were in matric before and either failed or passed and are wanting to improve their qualification 

(status); and 
7. Adults who have lost or damaged their original NSC/SC certificate and require a replacement copy. 

The WCED offers the option of on-line registration to candidates entering the Senior Certificate examination. 
Candidates can register on-line for the Senior Certificate examination on the following link 
http://wcedonline.westerncape.gov.za.  However, the use of this service is limited due to the clientele’s lack of 
computer skills, familiarity with and access to the internet. As a result, clients travel to the Walk-in Centre for 
assistance with their registration. It is clear that many adult learners are not comfortable to do on-line registration, 
hence the increased numbers visiting the Examinations’ Walk-in Centre at Head Office where assistance and 
guidance is available. Candidates, who are not familiar with computers, find it daunting to do on-line registration 
due to the complexity of the service (on their level). On the other hand, candidates who are familiar with a 
computer find on-line registration quite straightforward an easy.  

The Walk-in Centre compiles information leaflets on examination related issues, viz. registration, re-mark and re-
checks and certification matters. It is the responsibility of the walk-in centre to pre-empt the type of queries for each 
process on the examination calendar and to ensure that information brochures, booklets and leaflets are available 
for clients to assist them with related queries.  Information on the WCED website is also updated on a regular basis to 
ensure that the most recent information is available. 

A dedicated Client Services Manager was appointed for the Examinations’ Walk-in Centre since 2012 when the 
Walk-in Centre formed part of the service delivery unit of the Certification Section.  

The following are some of the challenges faced with regards to this service: 

� Infrastructure and Personnel: 
o Inadequate walk-in centre space at Head Office to assist clients with on-line registration is challenging. A 

district-based examination registration venue that is client focussed and where clients can be assisted with 
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their on-line registration would be beneficial. If the service is district specific, the influx could be easily 
controlled and managed. 

o The Examinations’ Walk-in Centre in its current form and location was established in May 2013 after a work-
study investigation. The Centre is staffed with a Manager (ASD) (this post is vacant and was recently 
advertised) and 4 Administrative officers.  Servicing in excess of 40 000 clients annually, it was soon found that 
the allocated space and personnel were inadequate to handle the number of clients, especially in the peak 
period when results are released or during examination registration periods. 

o Challenges currently being experienced at the Walk-in Centre include small cramped cubicles, a lack of 
space to manage the number of clients streaming to the Centre during peak periods and lack of proper 
telephone infrastructure and training for officials to manage the telephonic enquiries. 

o Staff shortages (created by post vacated by the Walk-in Centre Manager – the post has been advertised and 
should be filled in the next 3 – 6 months). 

o Queries of learners from other provinces wishing to conclude examinations or complete their matric 
qualifications within WC. This creates an increased need for writing venues for repeat candidates. 

o No. of Examination centres required accommodating adult learners (SCA) and repeat learners (NSC) 
continues to increase. Current investigation into the use of community and church halls in the creation of 
centralised examination venues. Engagement with schools to avail their premises for the exam. 

o Filling of vacancies (the vacant Consultant’s position has been advertised and should be filled in the next 3 – 
6 months) 

� It is an ongoing challenge for certification back office staff to manage both the telephone enquiries for the 
Examinations Directorate and to complete processing of applications and emailed correspondence regarding 
certification and resulting. Telephones within the Certification Office are manned from 7:30 – 16:00. The 
examinations hotline telephone number 021 467 2300 is currently open to all certification officials to assist clients. 

� Challenges with security staff – wishing to assist staff vs staff manage their own?  - a number of complaints have 
been logged where clients have received incorrect information from security staff servicing the Certification 
Walk-in Centre. 

The following are some of the current and future plans to address the abovementioned challenges: 

� Training needs – ongoing training of staff in managing client complaints and exam related policy changes. 
� Improve access to Examination registration services at District offices for beneficiaries. 
� Dedicated Client Service (telecoms tracking system) – it is critical for enquiries to be tracked to ensure that all 

matters are resolved. 
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� Future plans for the Examination Client Service included:  
o The establishment of examination help desks in selected districts that were piloted in 2016/17. Staff were 

subsequently withdrawn from the District offices as most functions were still centralised and there were too 
few officials at Head Office to finalise deliverables.  

o The expansion of the on-line registration function which now includes on-line applications for re-marks and 
certification requests will be piloted (2018/19). Increased advocacy and information sharing through the 
local media will enhance the utilisation of on-line platforms in the Department (2018/2019).   

 Performance area Current overall 
quantity of the 
poor performing 
service 

Desired overall 
quantity of the 
poor performing 
service 
Year 1 

Desired overall 
quantity of the 
poor performing 
service 
Year 2 

Desired overall 
quantity of the 
poor performing 
service 
Year 3 

 Performance area: Examinations Client 
Service support 

37 809 clients 
assisted at the 
Walk-in Centre  

 

33 000 clients will 
be assisted at 
the Walk-in 
Centre 

30 000 clients will 
be assisted at 
the Walk-in 
Centre 

27 000 clients will 
be assisted at 
the Walk-in 
Centre 

 

 

24 795 
switchboard 
calls attended 
to by exams 
personnel 

 

22 316 
switchboard 
calls are 
estimated to be 
attended by 
exams 
personnel  

20 000 
switchboard 
calls are 
estimated to be 
attended by 
exams 
personnel 

18 000 
switchboard 
calls are 
estimated to be 
attended by 
exams 
personnel 

 

 

8 050 
applications for 
certificates 
processed  

9 000 
applications for 
certificates 
processed 

10 000 
applications for 
certificates 
processed 

11 000 
applications for 
certificates 
processed  
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11 124 
applications for 
statement of 
results were 
processed 

12 224 
applications for 
statement of 
results were 
processed 

13 446 
applications for 
statement of 
results were 
processed 

14 790 
applications for 
statement of 
results were 
processed 

 Performance area: Examinations 
Registration 

17 644 
candidates are 
registered for 
the SC(a) exam 
4 885 users 
created 
accounts 
(27.7%) for on-
line registrations 
(SC) 

17 000 (60%) on-
line registrations 
(SC, NSC 
repeat) 

26 000 (75%) on-
line registrations 
(SC, NSC 
repeat). In 2019, 
the 
(Supplementary 
exam will also 
be written in 
June, hence the 
increase in 
candidates) 

30 000 on-line 
registrations (SC, 
NSC repeat) 

 

 

85% of 
applications for 
certificates are 
processed within 
10 working days 
from receipt of 
a correctly 
completed 
application form  

85% of 
applications for 
certificates are 
processed within 
10 working days 
from receipt of 
a correctly 
completed 
application form 

90% of 
applications for 
certificates are 
processed within 
10 working days 
from receipt of 
a correctly 
completed 
application form 

90% of 
applications for 
certificates are 
processed within 
10 working days 
from receipt of 
a correctly 
completed 
application form 

 

 

2 325 
verifications of 
qualifications 
concluded 

2560 
verifications of 
qualifications 
requests will be 
concluded 

2850 
verifications of 
qualifications 
requests will be 
concluded 

3200 
verifications of 
qualifications 
requests will be 
concluded 
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4 238 requests 
for re-mark of 
subjects/ matric 
results were 
received 

4 700 requests 
for re-mark of 
subjects/ matric 
results are 
estimated  

5 200 requests 
for re-mark of 
subjects/ matric 
results are 
estimated   

5 800 requests 
for re-mark of 
subjects/ matric 
results are 
estimated   

 

 

69 642 persons 
accessed the 
WCED NSC 
Results 
webpage 

76 606 persons 
accessed the 
WCED NSC 
Results 
webpage 

83 606 persons 
accessed the 
WCED NSC 
Results 
webpage 

91 966 persons 
accessed the 
WCED NSC 
Results 
webpage 

 

 

19 400 Individual 
NSC Results 
were accessed 
on the WCED 
NSC Results 
webpage 

21 607 Individual 
NSC Results 
were accessed 
on the WCED 
NSC Results 
webpage 

21 850 Individual 
NSC Results 
were accessed 
on the WCED 
NSC Results 
webpage 

22 070 Individual 
NSC Results 
were accessed 
on the WCED 
NSC Results 
webpage 

Professional standards  
(None) 

Current 
professional 
standards 

Desired 
changes (if 
applicable) 

Year 1 

Desired 
changes (if 
applicable) 

Year 2 

Desired 
changes (if 
applicable) 

Year 3 

N/A for improvement      

Legal standards if applicable (including Standard 
Operating Procedures sops) 
 

Current legal 
standards & 
approved 
standard 
operating 
procedures 

Desired 
changes (if 
applicable and 
revised SOPs) 

Year 1 

Desired 
changes (if 
applicable and 
revised SOPs) 

Year 2 

Desired 
changes (if 
applicable and 
revised SOPs)  

Year 3 
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 Services are 
provided in 
accordance 
with: 
� National 

Policy on the 
Conduct, 
Administratio
n and 
Manageme
nt of the 
National 
Senior 
Certificate 
Examination 

� Umalusi 
Circulars on 
issuing of 
certificates 
and 
examination 
enrolment 

(note: legal 
standards 
above are 
national 
determined, 
hence WCED 
not in a position 
to change 
annually) 

Services are 
provided in 
accordance 
with: 
� National 

Policy on the 
Conduct, 
Administratio
n and 
Manageme
nt of the 
National 
Senior 
Certificate 
Examination 

� Umalusi 
Circulars on 
issuing of 
certificates 
and 
examination 
enrolment 

(note: legal 
standards 
above are 
national 
determined, 
hence WCED 
not in a position 
to change 
annually) 

Services are 
provided in 
accordance 
with: 
� National 

Policy on the 
Conduct, 
Administratio
n and 
Manageme
nt of the 
National 
Senior 
Certificate 
Examination 

� Umalusi 
Circulars on 
issuing of 
certificates 
and 
examination 
enrolment 

(note: legal 
standards 
above are 
national 
determined, 
hence WCED 
not in a position 
to change 
annually) 

Services are 
provided in 
accordance 
with: 
� National 

Policy on the 
Conduct, 
Administratio
n and 
Manageme
nt of the 
National 
Senior 
Certificate 
Examination 

� Umalusi 
Circulars on 
issuing of 
certificates 
and 
examination 
enrolment 

(note: legal 
standards 
above are 
national 
determined, 
hence WCED 
not in a position 
to change 
annually) 

Manage Examination Registration  Completed  To be reviewed 
to ensure 
continuous 
improvement 

Revised SOP to 
be 
implemented 
(documented 
lessons learnt 
and areas for 

SOP revised to 
address areas of 
improvement 
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improvement) 

Manage Certifications Examinations and Walk-In-Centre 
Services  
 

In progress. To 
be completed 
by end financial 
year 2017/18 

SOP to be 
implemented 

SOP to be 
reviewed to 
align to 
decentralized 
model (if 
decentralization 
model is 
implemented) 

Revised SOP 
implemented 
(documented 
lessons learnt 
and areas for 
improvement) 

 

Batho Pele 

Principles 

Current Standard  Desired Standard: YEAR 1 

(2018/19) 

Desired Standard: YEAR 2 

(2019/20) 

Desired Standard: YEAR 3 

(2020/21) 

Consultation: Clients are consulted through: 

� Assessment Coordinators’ 
Forum meetings held  
 

� 4 Exam Coordinators’ 
Forum meetings held per 
annum 

� 4 x Provincial Principals’ 
Forum meetings held 
quarterly  

� 4 x Provincial Education 
Labour Relations Council 
(PELRC) meetings held 
quarterly 

� Annual Customer 
Satisfaction Survey Report 
concluded 

Clients are consulted through: 

� Quarterly Assessment 
Coordinators’ Forum 
meetings held per annum 

�  4 Exam Coordinators’ 
Forum meetings held per 
annum 

� 4 x Provincial Principals’ 
Forum meetings held 
quarterly 

� 4 x Provincial Education 
Labour Relations Council 
(PELRC) meetings held 
quarterly  

� Annual Customer 
Satisfaction Survey Report 
concluded by end 
September 

� Suggestion box within the 

Clients are consulted through: 

� Quarterly Assessment 
Coordinators’ Forum 
meetings held per annum 

�  4 Exam Coordinators’ 
Forum meetings held per 
annum 

� 4 x Provincial Principals’ 
Forum meetings held 
quarterly  

� 4 x Provincial Education 
Labour Relations Council 
(PELRC) meetings held 
quarterly 

� Annual Customer 
Satisfaction Survey Report 
concluded by end 
September 

� Manage the suggestion 

Clients are consulted through: 

� Quarterly Assessment 
Coordinators’ Forum 
meetings held per annum 

� 4 Exam Coordinators’ 
Forum meetings held per 
annum  

� 4 x Provincial Principals 
Forum meetings held 
quarterly 

� 4 x Provincial Education 
Labour Relations Council 
(PELRC) meetings held 
quarterly 

� Annual Customer 
Satisfaction Survey Report 
concluded by end 
September 

� Manage the suggestion 
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Exams Client Service 
Centre during operating 
times 

box and feedback 
mechanism during the 
financial year 

box and feedback 
mechanism during the 
financial year 

Courtesy: Courtesy is reported and 
measured through: 
• 96% (satisfaction to 

excellent ratings to WCED 
website 2017 CSS report 

• 84% (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries within the 2017 
CSS report 

• 75% (satisfaction to 
excellent ratings) to 
response to written 
enquiries within the 2017 
CSS report. 

Courtesy is reported and 
measured through: 
• 97 % (satisfaction to 

excellent ratings to WCED 
website 2018 CSS report 

• 97 % (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries within the 2018 
CSS report. 

• 97 % (satisfaction to 
excellent ratings) to 
response to written 
enquiries within the 2018 
CSS report. 

Courtesy is reported and 
measured through: 
• 98 % (satisfaction to 

excellent ratings to WCED 
website 2019 CSS Report. 

• 98 % (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries within the 2019 
CSS report. 

• 98 % (satisfaction to 
excellent ratings) to 
response to written 
enquiries within the 2019 
CSS report. 

Courtesy is reported and 
measured through: 
• 98 % (satisfaction to 

excellent ratings to WCED 
website 2020 CSS Report.  

• 98 % (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries within the 2020 
CSS report. 
 

• 98 % (satisfaction to 
excellent ratings) to 
response to written 
enquiries within the 2020 
CSS report. 
 

Access: The service is accessible-: 
 

� Via the Walk-in Centre: 
2nd floor Grand Central 
Towers (weekdays from 
07:30 – 16:00).  
 
 

 
 

 The service is accessible-: 
 

� Via the Walk-in Centre: 
2nd floor Grand Central 
Towers (weekdays from 
07:30 – 16:00). (January 
until 17: 00) 

 
� A work study investigation 

for 2018/2019 will be 
lodged to investigate the 
feasibility of decentralising 
this function to all districts    

 

 The service is accessible-: 
 

� Via the Walk-in Centre: 
2nd floor Grand Central 
Towers (weekdays from 
07:30 – 16:00). (January 
until 17: 00) 

 
� The outcomes of the work 

study report will be 
phased-in during 
implementation 

 The service is accessible-: 
 

� Via the Walk-in Centre: 
2nd floor Grand Central 
Towers (weekdays from 
07:30 – 16:00). (January 
until 17: 00) 

 
� The outcomes of the work 

study report will be 
phased-in during 
implementation 

Information Information is communicated 
through: 
 

Information is communicated 
through: 

Information is communicated 
through: 

Information is communicated 
through: 
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� 486 193 bulk sms sent to 
clients and stakeholders. 
Individual emails are also 
sent to clients 
 
 
 
 
 
 
 
 

Stakeholder platforms: 
� No of Circulars and 

communique via schools 
� No of Media briefings 

 

� 500 000 bulk sms sent to 
clients and stakeholders. 
Individual emails are also 
sent to clients (no 
(influenced by no of 
registrations) 

� Develop pamphlets to 
share information with 
service beneficiaries 
leading up to registration 
peak times. 
 

Stakeholder platforms:  
� No of Circulars and 

communique via schools 
� No of Media briefings 
� Share information using 

the Thusong Programme 
within the Province 
(subject to annual revised 
programme) 

� 500 000 bulk sms sent to 
clients and stakeholders. 
Individual emails are also 
sent to clients (influenced 
by no of registrations) 

� Develop pamphlets to 
share information with 
service beneficiaries 
leading up to registration 
peak times. 
 
 

Stakeholder platforms:  
� No of Circulars and 

communique via schools 
� No of Media briefings 
� Share information using 

the Thusong Programme 
within the Province 
(subject to annual revised 
programme) 

� 500 000 bulk sms sent to 
clients and stakeholders. 
Individual emails are also 
sent to clients (influenced 
by no of registrations) 

� Develop pamphlets to 
share information with 
service beneficiaries 
leading up to registration 
peak times. 
 
 

Stakeholder platforms:  
� No of Circulars and 

communique via schools 
� No of Media briefings 
� Share information using 

the Thusong Programme 
within the Province 
(subject to annual revised 
programme) 
 

Openness & 

transparency: 

Openness and transparency is 
further achieved through: 

� The publications (in 3 
official languages of the 
Province and obtainable 
via the Walk-in Centre and 
the departmental website) 

• Annual Performance 
plans (APP) tabled by end 
Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and transparency is 
further achieved through: 

� The publications (in 3 
official languages of the 
Province and obtainable 
via the Walk-in Centre and 
the departmental website) 

• Annual Performance 
plans (APP) tabled by end 
Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and transparency is 
further achieved through: 

� The publications (in 3 
official languages of the 
Province and obtainable 
via the Walk-in Centre and 
the departmental website) 

• Annual Performance 
plans (APP) tabled by end 
Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and transparency is 
further achieved through: 

� The publications (in 3 
official languages of the 
Province and obtainable 
via the Walk-in Centre and 
the departmental website) 

• Annual Performance 
plans (APP) tabled by end 
Feb. 

• Annual Reports (AR) 
tabled by end Sep 
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• Annual Citizen’s Report 
disseminated by end Nov  

• On-line (website) 
feedback mechanisms 

 
 
Documents above are printed 
based on legislative quantities 
required. It is advertised on 
the WCED’s website that print 
copies can be provided 
based on motivational 
requests.  
 

 

• Annual Citizen’s Report 
disseminated by end Nov  

• Improved on-line 
(website) feedback 
mechanism (conclude a 
SOP) 

Documents above are printed 
based on legislative quantities 
required. It is advertised on 
the WCED’s website that print 
copies can be provided 
based on motivational 
requests.  

 
 

• Increase information 
sharing by using the 
Thusong Programme 
within the province 
(subject to annual revised 
programme) 
 

• Annual Citizen’s Report 
disseminated by end Nov  

• Improved on-line 
(website) feedback 
mechanism (improve on 
SOP implementation)  

 
Documents above are printed 
based on legislative quantities 
required. It is advertised on 
the WCED’s website that print 
copies can be provided 
based on motivational 
requests.  
 provided based on 
motivational requests.  
 
• Increase information 

sharing by using the 
Thusong Programme 
within the province 
(subject to annual revised 
programme) 
 

• Annual Citizen’s Report 
disseminated by end Nov  

• Improved on-line 
(website) feedback 
mechanisms (investigate 
an automotive system) 

Documents above are printed 
based on legislative quantities 
required. It is advertised on 
the WCED’s website that print 
copies can be provided 
based on motivational 
requests.  

 
• Increase information 

sharing by using the 
Thusong Programme 
within the province 
(subject to annual revised 
programme) 

Redress: Complaints/ Suggestions/ 
Compliments/ Queries are 
registered and monitored 
through: - 

 
• Contact and Walk-in 

centres 
• 4 238 request for re-mark 

of subjects/ matric results  
• 69 642 persons accessed 

the WCED NSC Results 

Complaints/ Suggestions/ 
Compliments/ Queries are 
registered and monitored 
through: - 

 
• Contact and Walk-in 

centres 
• 4 700 request for re-mark 

of subjects/ matric results  
• 76 606 persons accessed 

the WCED NSC Results 

Complaints/ Suggestions/ 
Compliments/ Queries are 
registered and monitored 
through: - 

 
• Contact and Walk-in 

centres 
• 5 200 request for re-mark 

of subjects/ matric results  
• 83 606 persons accessed 

the WCED NSC Results 

Complaints/ Suggestions/ 
Compliments/ Queries are 
registered and monitored 
through: - 

 
• Contact and Walk-in 

centres 
• 5 800 request for re-mark 

of subjects/ matric results  
• 91 966 persons accessed 

the WCED NSC Results 
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webpage 
• 19 400 Individual NSC 

Results were accessed on 
the WCED NSC Results 
webpage 

webpage 21 607 
Individual NSC Results 
were accessed on the 
WCED NSC Results 
webpage 
 

webpage 
• 21 850 Individual NSC 

Results were accessed on 
the WCED NSC Results 
webpage 

webpage 
• 22 070 Individual NSC 

Results were accessed on 
the WCED NSC Results 
webpage 

Value for 

money: 

The costs for replacement 
matric certificates, education 
qualifications, etc. are kept to 
a minimum 
• Cost for confirmation of 

results: R40 
• Cost for combined 

certificates: R97 
• Cost for duplicate copies 

of certificates: R97 
• Cost for Duplicate 

Teacher diplomas: R97 
• Cost for application for re-

mark: R98 
• Cost for application for re-

check: R23 
• Cost for application to 

view a script: R192 
 
 
 
Costs indicated above are 

national tariffs which are revised 

on an annual basis 

The costs for replacement 
matric certificates, education 
qualifications, etc. are kept to 
a minimum 
� Cost for confirmation of 

results: R43 
� Cost for combined 

certificates: R107 
� Cost for duplicate copies 

of certificates: R107 
� Cost for Duplicate Teacher 

diplomas: R107 
� Cost for application for re-

mark: Fees not available 
yet  

� Cost for application for re-
check: Fees not available 
yet 

� Cost for application to 
view a script:  Fees not 
available yet 

 
Costs indicated above are 

national tariffs which are revised 

on an annual basis 

The costs for replacement 
matric certificates, education 
qualifications, etc. are kept to 
a minimum 
� Cost for confirmation of 

results: R46 
� Cost for combined 

certificates: R118 
� Cost for duplicate copies 

of certificates: R118 
� Cost for Duplicate Teacher 

diplomas: R118 
� Cost for application for re-

mark:  Fees not available 
yet 

� Cost for application for re-
check:  Fees not available 
yet  

� Cost for application to 
view a script:  Fees not 
available yet 

 
Costs indicated above are 

national tariffs which are revised 

on an annual basis 

The costs for replacement 
matric certificates, education 
qualifications, etc. are kept to 
a minimum 
� Cost for confirmation of 

results: R46 
� Cost for combined 

certificates: R130 
� Cost for duplicate copies 

of certificates: R130  
� Cost for Duplicate Teacher 

diplomas: R130 
� Cost for application for re-

mark:  Fees not available 
yet  

� Cost for application for re-
check:  Fees not available 
yet 

� Cost for application to 
view a script:  Fees not 
available yet  

 

Costs indicated above are 

national tariffs which are revised 

on an annual basis. 

Human 

resources: 

� 1 X Chief-Director (SL 14) 
� 1 X Director (SL 13) 
� 2 X Deputy-Directors (SL 

11) 

� 1 X Chief-Director (SL 14) 
� 1 X Director (SL 13) 
� 2 X Deputy-Directors (SL 

11) 

� 1 X Chief-Director (SL 14) 
� 1 X Director (SL 13) 
� 2 X Deputy-Directors (SL 

11) 

� 1 X Chief-Director (SL 14) 
� 1 X Director (SL 13) 
� 2 X Deputy-Directors (SL 

11) 
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� 2 X Service Managers (SL 
9) 

� 10 X Admin Officers (SL 7) 
4 X Admin Clerks (SL 5) 

� 2 X Service Managers (SL 
9) 

� 10 X Admin Officers (SL 7) 
4 X Admin Clerks (SL 5) 

� 2 X Service Managers (SL 
9) 

� 10 X Admin Officers (SL 7) 
4 X Admin Clerks (SL 5) 

� 2 X Service Managers (SL 
9) 

� 10 X Admin Officers (SL 7) 
4 X Admin Clerks (SL 5) 

Cost: Operating Budget 

• Current salary bill:  
R128 414 000 

• Computer related 
equipment:  
R2 295 398.64 

• Furniture & Other 
Equipment: R9 425 660.84    

Operating Budget 

• Current salary bill:  
R128 414 000 

• Computer related 
equipment:  
R2 295 398.64 

• Furniture & Other 
Equipment:  

R9 425 660.84 

Operating Budget  

• Current salary bill:  
R139 073 000 

• Computer related 
equipment:  
R2 295 398.64 

• Furniture & Other 
Equipment:  

R9 425 660.84 

Operating Budget  

• Current salary bill:  
R149 226 000 

• Computer related 
equipment:  
R2 295 398.64 

• Furniture & Other 
Equipment:  

R9 425 660.84 

Time: Certificates are printed and 
issued by Umalusi (Pretoria), 
therefore turnaround time 
dependent on external 
factors 
• Duplicate matric 

certificates will be issued 6 
weeks after receipt of 
correctly completed 
applications form and 
payment 

• Duplicate education 
qualification/ certificate 
will be issued 6 weeks 
after receipt of correctly 
completed applications 
form and payment 

Certificates are printed and 
issued by Umalusi (Pretoria), 
therefore turnaround time 
dependent on external 
factors 

 
• Duplicate matric 

certificates will be issued 5 
weeks after receipt of 
correctly completed 
applications form and 
payment 

 
• Duplicate education 

qualification/ certificate 
will be issued 5 weeks 
after receipt of correctly 
completed applications 
form and payment 

Certificates are printed and 
issued by Umalusi (Pretoria), 
therefore turnaround time 
dependent on external 
factors 
  
• Duplicate matric 

certificates will be issued 4 
weeks after receipt of 
correctly completed 
applications form and 
payment 

 
• Duplicate education 

qualification/ certificate 
will be issued 4 weeks 
after receipt of correctly 
completed applications 
form and payment 

Certificates are printed and 
issued by Umalusi (Pretoria), 
therefore turnaround time 
dependent on external 
factors 
  
• Duplicate matric 

certificates will be issued 3 
weeks after receipt of 
correctly completed 
applications form and 
payment 

 
• Duplicate education 

qualification/ certificate 
will be issued 3 weeks 
after receipt of correctly 
completed applications 
form and payment 
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• The outcome of 

verifications will be 
communicated/ provided 
within 72 hours of receipt 
of the on-line application 
 

• On-line confirmation of 
subject(s) passed will be 
communicated/ provided 
within 48 hours after 
receiving request 

 

Note: Certificates are printed 
and issued by Umalusi 
(Pretoria), therefore 
turnaround times are 
dependent on external 
factors 

 
 
 
• The outcome of 

verifications will be 
communicated/ provided 
within 72 hours of receipt 
of the on-line application 
 
 
 

• On-line confirmation of 
subject(s) passed will be 
communicated/ provided 
within 48 hours after 
receiving request 

 

Note: Certificates are printed 
and issued by Umalusi 
(Pretoria), therefore 
turnaround times are 
dependent on external 
factors 

 
 
 
• The outcome of 

verifications will be 
communicated/ provided 
within 48 hours of receipt 
of the on-line application 

 
 
 
• On-line confirmation of 

subject(s) passed will be 
communicated/ provided 
within 36 hours after 
receiving request 

 
Note: Certificates are printed 
and issued by Umalusi 
(Pretoria), therefore 
turnaround times are 
dependent on external 
factors 

 
 
 
• The outcome of 

verifications will be 
communicated/ provided 
within 36 hours of receipt 
of the on-line application 

 
 
 
• On-line confirmation of 

subject(s) passed will be 
communicated/ provided 
within 24 hours after 
receiving request 

 
Note: Certificates are printed 
and issued by Umalusi 
(Pretoria), therefore 
turnaround times are 
dependent on external 
factors 

 



______________________________________________________________________________________ 
Page 53 of 69                            WCG WCED SDIP 2018-2021 
 

5. Action Planning: Key Service 2 – Communication to Parents and Citizens: 
 

KEY SERVICE SERVICE 
BENEFICIARY 

PERFORMANCE 
AREA 

BASE YEAR 0 
PERFORMANCE 
LEVELS 

YEAR 1:  
PERFORMANCE 
TARGET 

YEAR 2: 
PERFORMANCE 
TARGET 

YEAR 3: 
PERFORMANCE 
TARGET 

Communicati
on with 
Parents and 
Citizens 

• Learners 
• Educators 
• Public Service 

staff 
• Officials from 

other National- 
and Provincial 
Government 
Departments 

• Officials from 
Local 
municipalities 

• Staff members 
of NGO’s 

• Citizens 

Performance area: 
Communication 
 

WCED 
concentrate its 
available 
resources on at 
least 4 major 
media 
campaigns 
annually to its 
parents and 
citizens linked to 
its strategic 
priorities.  
 

WCED wishes to 
maximize its 
resources and 
improve 
communication 
with parents 
and citizens with 
the focus on at 
least 4 major 
media 
campaigns 
linked to the 
strategic 
priorities.  

WCED wishes to 
maximize its 
resources and 
improve 
communication 
with parents 
and citizens with 
the focus on at 
least 4 major 
media 
campaigns 
linked to the 
strategic 
priorities. 

WCED wishes to 
maximize its 
resources and 
improve 
communication 
with parents and 
citizens with the 
focus on at least 4 
major media 
campaigns linked 
to the strategic 
priorities. 

Process 

mapping & 

unit costing 

See annexures H related to High Level Business Process Map 2: Communication to Parents and Citizens and related 
SOPs, either concluded and or work-in-progress. 
 

Problem 

analysis and 

Problem 

statement 

The Western Cape Education Department (WCED) is the lead department for Provincial Strategic Goal 2 (PSG2), 
namely, to improve education outcomes and opportunities for youth development. 

More specifically, the WCED has identified the following key objectives to achieve this goal: 

• Improvement in the level of language and mathematics in all schools; 
• Increase in the number and quality of passes in the National Senior Certificate; and  
• Increase in the quality of education in poorer communities. 

The role of the Directorate: Communications is to support the achievement of these goals by providing corporate 
communication support via a range of services. This Service Delivery Improvement Plan will focus in particular on 
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communication with parents via paid-for campaigns and public media coverage. 

The WCED will use a range of media to communicate its messages. These include face-to-face communication, such 
as meetings and presentation; print media; and communication via electronic media, such as the internet, radio and 
television. Our challenge is to choose the right medium for the message, and the budget available. 

The Directorate: Communications will use all of these which can be included in the SDIP in due course. This SDIP will 
focus in particular on paid-for campaigns and public media coverage, with the following objectives: 

• Position our strategic objectives as our top priorities; 
• Inform and educate parents and citizens on the importance of these priorities, what the WCED is doing to achieve 

these objectives, and what parents can do to support them; and 
• Use our communication budget effectively and efficiently to achieve these objectives. 

Further challenges which directly affect the delivery of the directorate, in as far as the service beneficiaries are 
concerned, include the following:  

• A new HoD was appointed with effect from 1 December 2016 and key senior management positions were filled. 
The HoD chartered a new vision, a re-focus on the values and declared 2017 as the Year of the Teacher. The 
directorate had to include this new campaign in its delivery amongst the already budgeted 4 major campaigns.   

• 2018 was declared the Year of Values Driven Learning and the priority focus on the Water crises of the Western 
Cape. 

• WCED Integrated focus 2017 – 2019: Transform to Perform 18/19 
• The filling of the Language Services Manager vacancy would allow more focus on supporting services within 

communication: 
o Education Update: WCED News of school events (on-line) and 

https://wcedonline.westerncape.gov.za/home/newspaper.html   
o WCED@work (biweekly internal publication) 

• The investment in training and software applications, allows for shorter turn-around times to editorial and translation 
services to clients. 

• There is still a need to market the services to WCED clients especially new employees.   
 

• The Directorate already benefitted from the filling of the; Assistant-Director: Marketing and Office Manager post. 
The other key Communication vacancies should translate in similar increase in delivery. 
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o Walk-in Centre Manager 
o ASD: Digital Media and Communication Support; 
o Head of Language Services; and 
o Edu-media Production Officer. 

• The need to translate Social media platforms to positive/negative education impacts 
• Reduced no of circulars, especially to schools. Collated messages instead of fragmented circulars/policy directives. 
• The Director has retired and is currently appointed on contract while the process to appoint a successor is 

underway. Provision must be made for a handover period to ensure seamless continuity and delivery. 

Edu-media is a support service of the WCED that provides the following services to the WCED and Provincial 
departments: 

• Desktop Publishing (DTP),  
• Maintenance of the WCED on-line website,  
• Compact Disk (CD)/ Digital Video Disk (DVD) duplication,  
• Printing,  
• Audio & video production 

Currently WCED directorates forward request to the service centre based on their needs without due consideration for 
the cumulative effect of parallel priorities.  

Staffing matters reflects vacancies to the following key positions: 

• Chief Admin Clerk – earmarked for filling 2018/2019;  
• Senior Operator – earmarked for filling 2018/2019; 
• Video Producer – retirement at end Feb 2018; and 
• Chief Operator – incumbent indicated that he will retire at the end of August 2018; 

 

Performance area 

Current overall 
quantity of the poor 
performing service 

Desired overall 
quantity of the poor 
performing service 
Year 1 

Desired overall 
quantity of the poor 
performing service 
Year 2 

Desired overall 
quantity of the poor 
performing service 
Year 3 

 
Communication 

4 Annual Major 
campaigns to 
support WCED 

4 Annual Major 
campaigns to 
support WCED 

4 Annual Major 
campaigns to 
support WCED 

4 annual Major 
campaigns to 
support WCED 
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strategic objectives 
concluded. 

strategic objectives  strategic objectives  strategic objectives  

 

 

Current sub-quantity 
of the poor 
performing service 

Desired sub-quantity 
of the poor 
performing service 
Year 1 

Desired sub- quantity 
of the poor 
performing service 
Year 2 

Desired sub-quantity 
of the poor 
performing service 
Year 3 

 Performance area: 
Media Services 

83 media statements 
on key activities and 
developments 
relevant to key 
strategic objectives 
were published 

75 media statements 
on key activities and 
developments 
relevant to key 
strategic objectives 
 

80 media statements 
on key activities and 
developments 
relevant to key 
strategic objectives 
 

85 media statements 
on key activities and 
developments 
relevant to key 
strategic objectives 
 

 

 

43.3% positive media 
coverage relevant 
to key strategic 
objectives was 
achieved 

50% positive media 
coverage relevant 
to key strategic 
objectives 

50% positive media 
coverage relevant 
to key strategic 
objectives 

50% positive media 
coverage relevant 
to key strategic 
objectives 

 

 

Language services: 
Editing and 
Translation 

� 1 198 documents 
� 4 437 pages  

Language services: 
Editing and 
Translation 

� 1 318 documents 
� 4 881 pages 

Language services: 
Editing and 
Translation 

� 1 450 documents 
� 5 369 pages 

Language services: 
Editing and 
Translation 

� 1 595 documents 
� 5 906 pages 

 

 

2 264 Edu-media 
services requested 
(incl. DTP, 
Maintenance of the 
WCED on-line 
website; 
http://wcedon-
line.westerncape.go
v.za CD/DVD 

2 379 Edu-media 
services requested 
(incl. DTP, 
Maintenance of the 
WCED on-line 
website; 
http://wcedon-
line.westerncape.go
v.za  CD/DVD 

2 616 Edu-media 
services requested 
(incl. DTP, 
Maintenance of the 
WCED on-line 
website; 
http://wcedon-
line.westerncape.go
v.za CD/DVD 

2 878 Edu-media 
services requested 
(incl. DTP, 
Maintenance of the 
WCED on-line 
website; 
http://wcedon-
line.westerncape.go
v.za CD/DVD 
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duplication, printing, 
audio & video 
production) 

duplication, printing, 
audio & video 
production) 

duplication, printing, 
audio & video 
production) 

duplication, printing, 
audio & video 
production) 

 Performance area: 
Marketing Services:  
 

Number of impacts 
achieved through: 

 
Early Enrolment 
Campaign:  
 
21 830 posters and 
265 000 pamphlets 
distributed to 1 086 
schools and 8 District 
offices 

 
 
 
 
 
 
 
 

Matric Support 
Campaign:  
55 000 booklets 
distributed to Grade 
12 learners enrolled 
at Secondary and 
Special Schools 

 
 
 
 
 

Number of impacts 
planned 

 
Early Enrolment 
Campaign:  
 
22 000 posters and 
265 000 pamphlets 
distributed to 1 086 
schools and 8 District 
offices  
 
(these totals are 
estimated at the 
2017/18 totals as 
numbers depend on 
actual enrolment in 
Grade R & 6) 

 
Matric Support 
Campaign:  
55 500 booklets 
distributed to Grade 
12 learners enrolled 
at Secondary and 
Special Schools 
(total depend on 
actual Grade 12 
enrolment confirmed 
by Jun) 

 

Number of impacts 
planned 

 
Early Enrolment 
Campaign:  
 
21 830 posters and 
265 000 pamphlets 
distributed to 1 086 
schools and 8 District 
offices  
 
(these totals are 
estimated at the 
2017/18 totals as 
numbers depend on 
actual enrolment in 
Grade R & 6) 

 
Matric Support 
Campaign:  
55 500 booklets 
distributed to Grade 
12 learners enrolled 
at Secondary and 
Special Schools 
(total depend on 
actual Grade 12 
enrolment confirmed 
by Jun) 
 

Number of impacts 
planned 

 
Early Enrolment 
Campaign:  
 
21 830 posters and 
265 000 pamphlets 
distributed to 1 083 
schools and 8 District 
offices  
 
(these totals are 
estimated at the 
2017/18 totals as 
numbers depend on 
actual enrolment in 
Grade R & 6) 

 
Matric Support 
Campaign:  
55 500 booklets 
distributed to Grade 
12 learners enrolled 
at Secondary and 
Special Schools 
(total depend on 
actual Grade 12 
enrolment confirmed 
by Jun) 
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Mathematics and 
Language 
Campaign:  
 
2017/18 campaign 
focussed on 
producing water 
themed language 
and mathematics 
exercise booklets 
distributed to 95 572 
Grade 6 learners to 
support water saving 
at home and in 
schools. 
 
 
Governing body 
election campaign: 

 
Distribution of 
1 096 000 pamphlets 
and 22 530 to 
1 083 000 learners in 
1 083 schools to 
reach parents of 
learners. 

Mathematics and 
Language 
Campaign:  
 
Traditional marketing 
campaign using, 
radio, digital and out 
of home channels 
reaching our target 
audience of about 
321 000 foundation 
phase learners. 

 
 
 
 
 
Anti-Bullying 
Campaign  
A budgeted amount 
of R550 000 
(total depend on 
actual enrolment 
confirmed by Feb) 
 

Mathematics and 
Language 
Campaign:  
 
Traditional marketing 
campaign using, 
radio, digital and out 
of home channels 
reaching our target 
audience of about 
321 000 foundation 
phase learners. 

 
 
 
 
 

Anti-Bullying 
Campaign. 
A budgeted amount 
of R582 450 
(total depend on 
actual enrolment 
confirmed by Feb) 
 
 

Mathematics and 
Language 
Campaign:  
 
Traditional marketing 
campaign using, 
radio, digital and out 
of home channels 
reaching our target 
audience of about 
321 000 foundation 
phase learners. 

 
 
 
 
 

Anti-Bullying 
Campaign. 
A budgeted amount 
of R616 815 
(total depend on 
actual enrolment 
confirmed by Feb) 
 
 

 

 

100% compliance 
with brand 
requirements 
achieved 

100% compliance 
with brand 
requirements 
achieved 

100% compliance 
with brand 
requirements 
achieved 

100% compliance 
with brand 
requirements 
achieved 
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 Performance area: On-
line services  

� 700 000 million 
visits to web site 
 

� 209 728 E-portal 
users to date 

 
� 98% satisfied 

visitors to Walk-in 
Centre  

� 88% for the Call 
Centre 
(Customer 
Survey 
feedback) 
 

� 100% 
compliance with 
brand identity on 
website 

� 1 million visits to 
web site 
 

� 210 000 E-portal 
users  
 

� 100% satisfied 
visitors to Walk-in 
Centre  

� 90% for the Call 
Centre 
(Customer 
Survey 
feedback) 
 

� 100% 
compliance with 
brand identity on 
website 

� 1 million visits to 
web site 
 

� 250 000 E-portal 
users  

 
� 100% satisfied 

visitors to Walk-in 
Centre  

� 92% for the Call 
Centre 
(Customer 
Survey 
feedback) 

 
� 100% 

compliance with 
brand identity  

� 1 million visits to 
web site 
 

� 280 000 E-portal 
users  

 
� 100% satisfied 

visitors to Walk-in 
Centre  

� 94% for the Call 
Centre 
(Customer 
Survey 
feedback) 
 

� 100% 
compliance with 
brand identity on 
website 

Professional standards  
 

Current professional 
standards 

Desired changes (if 
applicable) Year 1 

Desired changes (if 
applicable) Year 2 

Desired changes (if 
applicable) Year 3 

(N/A)     

Legal standards if applicable (including 
Standard Operating Procedures sops) 
 

Current legal 
standards & 
approved standard 
operating 
procedures 

Desired changes (if 
applicable and 
revised SOPs) 

Year 1 

Desired changes (if 
applicable and 
revised SOPs) 

Year 2 

Desired changes (if 
applicable and 
revised SOPs) Year 3 

 Services are 
provided in 
accordance with: 

Services are 
provided in 
accordance with:  

Services are 
provided in 
accordance with: 

Services are 
provided in 
accordance with: 



______________________________________________________________________________________ 
Page 60 of 69                            WCG WCED SDIP 2018-2021 
 

� Existing 
legislation on 
communication 
procedures 
required for 
implementing 
policy and 
intervention 

� WCG 
Communication 
Policy 

� WCG corporate 
identity 
guidelines 

� Existing 
legislation on 
communication 
procedures 
required for 
implementing 
policy and 
intervention 

� WCG 
Communication 
Policy 

� WCG corporate 
identity 
guidelines 

� Existing 
legislation on 
communication 
procedures 
required for 
implementing 
policy and 
intervention 

� WCG 
Communication 
Policy 

� WCG corporate 
identity 
guidelines 

� Existing 
legislation on 
communication 
procedures 
required for 
implementing 
policy and 
intervention 

� WCG 
Communication 
Policy 

� WCG corporate 
identity 
guidelines 

Communication to Parents and Citizens 
(high-level) 

High Level Business 
Process Map 
developed 

Detailed (As-Is) 
Standard Operating 
Procedure Manual 
developed 

Detailed (To-Be) 
Standard Operating 
Procedure Manual 
to be developed. 

 

Reception of Clients at WCED Head 
Office Reception Area (related) 

Standard Operating 
Procedure Manual 
Concluded 2013 

  Standard Operating 
Procedure Manual 
to be reviewed 

 
 
 
 
 
 
Key Service 2: Communication to Parents and Citizens 
BATHO PELE PRINCIPLES  
 Current Standard  Desired Standard: YEAR 1 

(2018/19) 
Desired Standard: YEAR 2 
(2019/20) 

Desired Standard: YEAR 3 
(2020/21) 

Consultation: Client are consulted 
though: 
� 2017 Annual Customer 

Client are consulted 
though: 
� 2018 Annual Customer 

Client are consulted 
though: 
� 2019 Annual Customer 

Client are consulted 
though: 
� 2020 Annual Customer 
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Satisfaction Report 
concluded and 
uploaded on the WCED 
website. 

� 1 200 items recorded 
using the On-line 
feedback mechanism 

� 4 x Principals Forum 
held 

� 4 x PELRC meetings 
held 

� Quarterly Analysis of 
media publications 
concluded and 
reported upon. 

Satisfaction Report 
concluded and 
uploaded on the WCED 
website. 

� 1 320 items recorded 
using the On-line 
feedback mechanism 

� 4 x Principals Forum 
held 

� 4 x PELRC meetings 
held 
Quarterly Analysis of 
media publications 
concluded and 
reported upon. 

Satisfaction Report 
concluded and 
uploaded on the WCED 
website. 

� 1 452 items recorded 
using the On-line 
feedback mechanism 

� 4 x Principals Forum 
held 

� 4 x PELRC meetings 
held 
Quarterly Analysis of 
media publications 
concluded and 
reported upon. 

Satisfaction Report 
concluded and 
uploaded on the WCED 
website. 

� 1 597 items recorded 
using the On-line 
feedback mechanism 

� 4 x Principals Forum 
held 

� 4 x PELRC meetings 
held 
Quarterly Analysis of 
media publications 
concluded and 
reported upon. 

Courtesy: Courtesy is reported and 
measured through: 
• 96% (satisfaction to 

excellent ratings to 
WCED website 

• 84% (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries. 

• 75% (satisfaction to 
excellent ratings) to 
response to written 
enquiries. 

• 43.3% positive media 
coverage relevant to 
key strategic objectives 
was achieved 

Courtesy is reported and 
measured through: 
• 98% (satisfaction to 

excellent ratings to 
WCED website 

• 86% (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries. 

• 77% (satisfaction to 
excellent ratings) to 
response to written 
enquiries. 

• 50% positive media 
coverage relevant to 
key strategic objectives 

Courtesy is reported and 
measured through: 
• 98% (satisfaction to 

excellent ratings to 
WCED website 

• 88% (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries. 

• 79% (satisfaction to 
excellent ratings) to 
response to written 
enquiries. 

• 50% positive media 
coverage relevant to 
key strategic objectives 

Courtesy is reported and 
measured through: 
• 99% (satisfaction to 

excellent ratings to 
WCED website 

• 90% (satisfaction to 
excellent ratings to 
responses to telephone 
enquiries. 

• 82% (satisfaction to 
excellent ratings) to 
response to written 
enquiries. 

• 50% positive media 
coverage relevant to 
key strategic objectives 
 

Access: The service is accessible-: 
• At WCED Head Office, 

2nd Floor, Grand 

The service is accessible-: 
� At WCED Head Office, 

2nd Floor, Grand 

The service is accessible-: 
� At WCED Head Office, 

2nd Floor, Grand 

The service is accessible-: 
� At WCED Head Office, 

2nd Floor, Grand 
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Central Towers, Lower 
Parliament Street, 
Private Bag X9114, 
Cape Town 8000 
 

� Operating times: Mon- 
Fri, 07:30 – 16:00 

 
 
 
 

• WCED website 
http://wcedon-
line.westerncape.gov.z
a   operational 24/7 
 
 
 
 
 
 
 

• 8 X District offices (See 
Service Charter: Access 
list on Website) 

 
 

 
 
 
 

 

Central Towers, Lower 
Parliament Street, 
Private Bag X9114, 
Cape Town 8000 
 

� Operating times: Mon- 
Fri, 07:30 – 16:00 
(Extended hours for 
Client services 07:00 – 
17:00) 

 
• WCED website 

http://wcedon-
line.westerncape.gov.z
a   operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/  

o 8 X District offices (See 
Quarterly Updated 
Service access list on 
Website) 
 

o Provincial Thusong 
Programme included 
as distribution points to 
campaign items 
(subject to annual 
revised programme) 

Central Towers, Lower 
Parliament Street, 
Private Bag X9114, 
Cape Town 8000 
 

� Operating times: Mon- 
Fri, 07:30 – 16:00 
(Extended hours for 
Client services 07:00 – 
17:00) 

 
• WCED website 

http://wcedon-
line.westerncape.gov.z
a   operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/ 

o 8 X District offices (See 
Quarterly Updated 
Service access list on 
Website) 
 

o Provincial Thusong 
Programme included 
as distribution points to 
campaign items 
(subject to annual 
revised programme) 

Central Towers, Lower 
Parliament Street, 
Private Bag X9114, 
Cape Town 8000 
 

� Operating times: Mon- 
Fri, 07:30 – 16:00 
(Extended hours for 
Client services 07:00 – 
17:00) 
 

• WCED website 
http://wcedon-
line.westerncape.gov.z
a   operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/ 

o 8 X District offices (See 
Quarterly Updated 
Service access list on 
Website) 
 

o Provincial Thusong 
Programme included 
as distribution points to 
campaign items 
(subject to annual 
revised programme) 

Information Early Enrolment Campaign:  Early Enrolment Campaign:  Early Enrolment Campaign:  Early Enrolment Campaign:  
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21 830 posters and 265 000 
pamphlets distributed to 
1 086 schools and 8 District 
offices 

 
 
 
 
 
 
 

Matric Support Campaign:  
55 000 booklets distributed 
to Grade 12 learners 
enrolled at Secondary and 
Special Schools 

 
 
 

Mathematics and 
Language Campaign:  
 
2017/18 campaign 
focussed on producing 
water themed language 
and mathematics exercise 
booklets distributed to 
95 572 Grade 6 learners to 
support water saving at 
home and in schools. 

 
 
 

 
22 000 posters and 265 000 
pamphlets distributed to 
1 086 schools and 8 District 
offices  
 
(these totals are estimated 
at the 2017/18 totals as 
numbers depend on actual 
enrolment in Grade R & 6) 

 
 

Matric Support Campaign:  
55 500 booklets distributed 
to Grade 12 learners 
enrolled at Secondary and 
Special Schools 
(totals depend on actual 
Grade 12 enrolment) 

 
Mathematics and 
Language Campaign:  
 
Traditional marketing 
campaign using, radio, 
digital and out of home 
channels reaching our 
target audience of about 
321 000 foundation phase 
learners. 

 
 
 
 

 
21 830 posters and 265 000 
pamphlets distributed to 
1 086 schools and 8 District 
offices  
 
(these totals are estimated 
at the 2017/18 totals as 
numbers depend on actual 
enrolment in Grade R & 6) 

 
 

Matric Support Campaign:  
55 500 booklets distributed 
to Grade 12 learners 
enrolled at Secondary and 
Special Schools 
(totals depend on actual 
Grade 12 enrolment) 
 
Mathematics and 
Language Campaign:  
 
Traditional marketing 
campaign using, radio, 
digital and out of home 
channels reaching our 
target audience of about 
321 000 foundation phase 
learners. 

 
 
 
 

 
21 830 posters and 265 000 
pamphlets distributed to 
1 083 schools and 8 District 
offices  
 
(these totals are estimated 
at the 2017/18 totals as 
numbers depend on actual 
enrolment in Grade R & 6) 

 
 

Matric Support Campaign:  
55 500 booklets distributed 
to Grade 12 learners 
enrolled at Secondary and 
Special Schools 
(totals depend on actual 
Grade 12 enrolment) 

  
Mathematics and 
Language Campaign:  
 
Traditional marketing 
campaign using, radio, 
digital and out of home 
channels reaching our 
target audience of about 
321 000 foundation phase 
learners. 
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Governing body election 
campaign: 

 
� Distribution of 1 096 000 

pamphlets and 22 530 
to 1 083 000 learners in 
1 083 schools to reach 
parents of learners. 

� Language services 
marketing 

� Document flow of 
service requests 

 
Target numbers are 
dependent on learner 
enrolment and no of 
schools 

Anti-Bullying Campaign  
A budgeted amount of    
R550 000 
� Distribution of 1 096 000 

pamphlets and 22 530 
to 1 083 000 learners in 
1 083 schools to reach 
parents of learners. 

� Language services 
marketing 

� Document flow of 
service requests 

 
Target numbers are 
dependent on learner 
enrolment and no of 
schools 
 

Anti-Bullying Campaign  
A budgeted amount of 
R582 450 
� Distribution of 1 096 000 

pamphlets and 22 530 
to 1 083 000 learners in 
1 083 schools to reach 
parents of learners. 

� Language services 
marketing 

� Document flow of 
service requests 

 

Target numbers are 
dependent on learner 
enrolment and no of 
schools 

Anti-Bullying Campaign  
A budgeted amount of 
R616 815 
� Distribution of 1 096 000 

pamphlets and 22 530 
to 1 083 000 learners in 
1 083 schools to reach 
parents of learners. 

� Language services 
marketing 
Document flow of 
service requests 

Target numbers are 
dependent on learner 
enrolment and no of 
schools 

Openness & 
transparency: 

Openness and 
transparency is further 
achieved through: 

The following publications 
(in 3 official languages of 
the Province and 
obtainable via the Walk-in 
Centre and the 
departmental website): 
• Annual Performance 

plans (APP) tabled by 
end Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and 
transparency is further 
achieved through: 

The following publications 
(in 3 official languages of 
the Province and 
obtainable via the Walk-in 
Centre and the 
departmental website): 
• Annual Performance 

plans (APP) tabled by 
end Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and 
transparency is further 
achieved through: 

The following publications 
(in 3 official languages of 
the Province and 
obtainable via the Walk-in 
Centre and the 
departmental website): 
• Annual Performance 

plans (APP) tabled by 
end Feb. 

• Annual Reports (AR) 
tabled by end Sep 

Openness and 
transparency is further 
achieved through: 

The following publications 
(in 3 official languages of 
the Province and 
obtainable via the Walk-in 
Centre and the 
departmental website): 
• Annual Performance 

plans (APP) tabled by 
end Feb. 

• Annual Reports (AR) 
tabled by end Sep 
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• Annual Citizen’s Report 
disseminated by end 
Nov  

• On-line website 
feedback mechanisms 
 

• Annual Citizen’s Report 
disseminated by end 
Nov  

• Improved on-line 
(website) feedback 
mechanisms 

• Annual Citizen’s Report 
disseminated by end 
Nov  

• Improved on-line 
(website) feedback 
mechanisms 

• Annual Citizen’s Report 
disseminated by end 
Nov  

• Improved on-line 
(website) feedback 
mechanisms 

Redress: Redress is offered via 
responses to the following 
channels: 
 
� Use of Social media 
� Written feedback 

(contact and Walk-in 
centres) 

� On-line (website) 
feedback mechanisms 
 

Redress is offered via 
responses to the following 
channels: 
 
� Management of Social 

media 
� Improve turnaround 

time to written 
feedback (contact 
and Walk-in centres) 

� Managed on-line 
(website) feedback 
mechanisms 
 

Redress is offered via 
responses to the following 
channels: 
 
� Management of Social 

media 
� Improve turnaround 

time to written 
feedback (contact 
and Walk-in centres) 

� Managed on-line 
(website) feedback 
mechanisms 
 

Redress is offered via 
responses to the following 
channels: 
 
� Management of Social 

media 
� Improve turnaround 

time to written 
feedback (contact 
and Walk-in centres) 

� Managed on-line 
(website) feedback 
mechanisms 
 

Value for 
money: 

• WCED website 
http://wcedon-
line.westerncape.gov.z
a operational 24/7 
 
 
 
 
 
 
 
 

� Edu-media produce 
publications and 

� WCED website 
http://wcedon-
line.westerncape.gov.z
a    operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/ 

� Edu-media produce 

� WCED website 
http://wcedon-
line.westerncape.gov.z
a    operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/  
 

� Edu-media produce 
publications and 

� WCED website 
http://wcedon-
line.westerncape.gov.z
a    operational 24/7 
and Multi-channel 
client service 
interaction (In addition 
to website, WCED 
Education Portal 
http://wcedeportal.co.
za/  
 

� Edu-media produce 
publications and 
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reprographic services 
of limited amounts less 
than market related 
costs to WCED internal 
components. 

publications and 
reprographic services 
of limited amounts less 
than market related 
costs to WCED internal 
components. 

reprographic services 
of limited amounts less 
than market related 
costs to WCED internal 
components. 

reprographic services 
of limited amounts less 
than market related 
costs to WCED internal 
components. 

Human 
resources: 

� 1 x Director (SL 13) 
 

� 2 x Deputy-Directors (SL 
11) 

� 1 x Production 
Manager (Edu media) 
(SL 11) 

� 1 x Web and Media 
Designer (SL 8) 

� 2 x Graphic Designers 
(SL 8) 

� 1 x Client Services 
Manager (SL 9) 

� 1 x Acting Client 
Services Manager (SL9) 

� 20 x Client Service 
Agents (SL 7) 

� 1 x (vacant) Language 
Services Manager 

� 5 x Language 
Practitioners  

� 1 x Marketing, 
Production and Office 
Manager (SL 9) 

� 1 x General assistants 
(SL 9) 

� 1 x Office assistance 
(SL3) 

� 1 x Director (SL 13) 
Advertised and filled 

� 2 x Deputy-Directors (SL 
11) 

� 1 x Production 
Manager (Edu media) 
(SL 11) 

� 1 x Web and Media 
Designer (SL 8) 

� 2 x Graphic Designers 
(SL 8) 

� 2 x Client Services 
Manager (SL 9) 
 
 
 

� 20 x Client Service 
Agents (SL 7) 

� 1 x Language Services 
Manager 

� 5 x Language 
Practitioners  
 

� 1 x Marketing, 
Production and Office 
Manager (SL 9) 

� 1 x General assistants 
(SL 9) 

� 1 x Director (SL 13) 
 

� 2 x Deputy-Directors (SL 
11) 

� 1 x Production 
Manager (Edu media) 
(SL 11) 

� 1 x Web and Media 
Designer (SL 8) 

� 2 x Graphic Designers 
(SL 8) 

� 2 x Client Services 
Manager (SL 9) 
 
 
 

� 20 x Client Service 
Agents (SL 7) 

� 1 x Language Services 
Manager 

� 5 x Language 
Practitioners  
 

� 1 x Marketing, 
Production and Office 
Manager (SL 9) 

� 1 x General assistants 
(SL 9) 

� 1 x Director (SL 13) 
 

� 2 x Deputy-Directors (SL 
11) 

� 1 x Production 
Manager (Edu media) 
(SL 11) 

� 1 x Web and Media 
Designer (SL 8) 

� 2 x Graphic Designers 
(SL 8) 

� 2 x Client Services 
Managers (SL 9)  
 
 
 

� 20 x Client Service 
Agents (SL 7) 

� 1 x Language Services 
Manager 

� 5 x Language 
Practitioners  
 

� 1 x Marketing, 
Production and Office 
Manager (SL 9) 

� 1 x General assistants 
(SL 9) 
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� Vacant 1 x Operator 
(SL5) 

� Vacant 1 x Producer 
Audio and visual (CS 
Educator PL2) 

� 1 x Head Producer: 
Audio and visual 

� Vacant 1 x Admin Clerk 
(SL 5) 

Man hours required per 
service has not been 
determined.   

� 1 x Office assistance 
(SL3) 

� 1 x Operator (SL5) 
� 1 x Producer Audio and 

visual (CS Educator PL2) 
� 1 x Head Producer: 

Audio and visual 
� 1 x Admin Clerk (SL 5) 
 
Man hours per service to 
be determined in support 
of SOP development.    

� 1 x Office assistance 
(SL3) 

� 1 x Operator (SL5) 
� 1 x Producer Audio and 

visual (CS Educator PL2) 
� 1 x Head Producer: 

Audio and visual 
� 1 x Admin Clerk (SL 5) 
 
Man hours per service to 
be determined in support 
of SOP development.    

� 1 x Office assistance 
(SL3) 

� 1 x Operator (SL5) 
� 1 x Producer Audio and 

visual (CS Educator PL2) 
� 1 x Head Producer: 

Audio and visual 
� 1 x Admin Clerk (SL 5) 
 
Man hours per service to 
be determined in support 
of SOP development.    

Cost: � Operating Budget:  
R8 343 000 

� Current salary bill: 
R18 007 000 

� Computer related 
equipment:  
R578 467.73 

� Furniture & Other 
Equipment:  
R335 700.40 

 
Major Project costs =  
� Language and 

Mathematics 
Campaign: R1 500 000  

� Early Enrolment 
Campaign: R850 000 

� Matric Support 
Campaign: R850 000  
 
 
 

� Operating Budget:  
R8 831 000 

� Current salary bill: 
R19 519 000 

� Computer related 
equipment:  
R612 597.33 

� Furniture & Other 
Equipment:  
R355 506.72 

 
Major Project costs =  
� Language and 

Mathematics 
Campaign: R1 650 000  

� Early Enrolment 
Campaign: R935 000 

� Matric Support 
Campaign: R935 000 

� Anti-Bullying Campaign 
R550 000 

� Ad-hoc Campaigns to 

� Operating Budget:  
R9 338 000 

� Current salary bill: 
R21 138 000 

� Computer related 
equipment:  
R648 740.57 

� Furniture & Other 
Equipment:  
R376 481.62 

 
Major Project costs =  
� Language and 

Mathematics 
Campaign: R1 747 350  

� Early Enrolment 
Campaign: R990 165 

� Matric Support 
Campaign: R990 165 

� Anti-Bullying Campaign 
R582 450 

� Ad-hoc Campaigns to 

� Operating Budget:  
R9 879 604 

� Current salary bill: 
R22 364 004 

� Computer related 
equipment: R687 016.26 

� Furniture & Other 
Equipment: R398 694.04 

 
Major Project costs  
� Language and 

Mathematics 
Campaign: 
R1 850 443.65 

� Early Enrolment 
Campaign: R1 048.455 

� Matric Support 
Campaign: R1 048.455 

� Anti-Bullying Campaign 
R616 815 

� Ad-hoc Campaigns to 
support the 



______________________________________________________________________________________ 
Page 68 of 69                            WCG WCED SDIP 2018-2021 
 

� Ad-hoc Campaigns to 
support the 
department's Strategic 
Objectives: R700 000 
budgeted 
 

support the 
department's Strategic 
Objectives: R1 000 000 
budgeted  

support the 
department's Strategic 
Objectives: R1 059 000 
budgeted 

department's Strategic 
Objectives: R1 121 481 
budgeted 

Time: Media Liaison: 
� 90% of media queries 

are responded to on 
the same day, and 
others within 3 days. 
These include getting 
expert information from 
appropriate 
functionaries and 
verification by directors, 
as required 
 
 
 

Marketing Campaigns: 
� An average of 4 

months’ project plan 
execution. These 
include project 
coordination with 
appropriate role 
players, i.e. Time, cost 
(budget), quality. 
Where impact is most 
needed and most 
effective 

Media Liaison: 
� 90% of media queries 

are responded to on 
the same day, and 
others within 3 days. 
These include getting 
expert information from 
appropriate 
functionaries and 
verification by directors, 
as required 

� Develop a SOP for 
media queries process 

 
Marketing Campaigns: 
� An average of 3 

months’ project plan 
execution. These 
include project 
coordination with 
appropriate role 
players, i.e. Time, cost 
(budget), quality. 
Where impact is most 
needed and most 
effective 

Media Liaison: 
� 90% of media queries 

are responded to on 
the same day, and 
others within 3 days. 
These include getting 
expert information from 
appropriate 
functionaries and 
verification by directors, 
as required 

� Advocacy of media 
queries SOP within 
WCED 

Marketing Campaigns: 
� An average of 3 

months’ project plan 
execution. These 
include project 
coordination with 
appropriate role 
players, i.e. Time, cost 
(budget), quality. 
Where impact is most 
needed and most 
effective 

Media Liaison: 
� 90% of media queries 

are responded to on 
the same day, and 
others within 2 days.  
These include getting 
expert information from 
appropriate 
functionaries and 
verification by directors, 
as required 

� Improve turn-around 
time based on SOP 
 

Marketing Campaigns: 
� An average of 3 

months’ project plan 
execution. These 
include project 
coordination with 
appropriate role 
players, i.e. Time, cost 
(budget), quality. 
Where impact is most 
needed and most 
effective 
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6. Conclusion 

The WCED is committed to delivering on its mandatory obligations and will continuously strive to improve its services to its clients 
and appropriately account to its stakeholders. There is a deliberate intent from the Top Management to see to the successful 
implementation of the improvement plan and achieve the objectives set out in this document.  


