
BIBLIOGRAPHY 

1. BOOKS 

Baker, R.J.S. 1972. Administrative Theory and Public Administration. 

London: Hutchinson & Co. Ltd. 

Barber, M.P. 1974. Public Administration. London: Macdonald & Evans 

Ltd. 

Barker, E. 1964. Principles of Social and Political Theory. London: Oxford 

University Press. 

Barnard, C. 1968. The Functions of the Executive. Cambridge 

Massachusetts: Harvard University Press. 

Bendell, T., Boulter, L. and Kelly, J. 1994. Implementing Quality in the 

Public Sector. London: Pitman Publishing Ltd. 

Berkley, G.E. 1981. The Craft of Public Administration. 3rd Ed. Boston: 

Allyn and Bacon, Inc. 

Bhambri, C.P. 1975. Public Administration: Theory and Practice. Merriat 

City: Jai Praksh Nath & Co. 

Blundell, B. & Murdock, A. 1997. Managing in the Public Sector. 

Johannesburg: Reed Educational and Professional Publishing Ltd. 

Botes, P.S. 1994. Aspects of Supervision: A Guide for the Contemporary 

Public Manager. Halfway House: Southern Books. 

155 

 
 
 



Botes, P.S., Brynard, P.A., Fourie, D.J. and Roux, N.L. 1992. Public 

Administration and Management: A Guide to Central, Regional and 

Municipal Administration and Management. Pretoria: Kagiso Tertiary. 

Cloete, J.J.N. 1978. Administration of Health Services. (2nd Rev. Ed.) 

Pretoria: J .L. van Schaik. 

Cloete, J .J. N. 1991. Public Administration and Management. Pretoria: J. L. 

van Schaik. 

Cloete, J.J.N. 1994. Public Administration and Management. Pretoria: J.L. 

van Schaik. 

Cloete, J.J.N. 1998. Public Administration and Management. 9th Rev. Ed. 

Pretoria: J. L. van Schaik. 

Corson, J.J. & Harris, J.P. 1963. Public Administration in Modem Society. 

New York: McGraw-Hill. 

Cronje G.J.de J., Hugo, W.M.J., Neuland, E.W. and van Reenen M.J. 

(Eds.) 1990. Introduction to Business Management. 2nd Ed. Halfway 

House: Southern Book Publishers. 

Crous, M.J. 1995. 'Decision-making'. In Kroon, J. (Ed.) 1995. General 

Management. 2nd Ed. Pretoria: Kagiso Tertiary. 

Dawson, R.M. 1929. The Civil Service of Canada. London: Oxford 

University Press. 

Downs, A. 1967. Inside Bureaucracy. Boston: Little, Brown. 

156 

 
 
 



Du Toit, D., Knipe, A., Van Niekerk, D., Vander Waldt, G., and Doyle, M. 

2002. Service Excellence in Governance. Sandown: Heinemann Publishers 

(Pty) Ltd. 

Du Toit, D.F.P. & Vander Waldt, G. 1999. Public Management: The Grass 

Roots. Kenwyn: Juta & Co. Ltd. 

Etzioni, A. 1964. Modem Organisations. Englewood Cliffs: Prentice-Hall 

Inc. 

Ford, R. & Zussman, D. (Eds.) 1997. Alternative Service Delivery: Sharing 

Governance in Canada. Toronto: KPMG Centre for Government 

Foundation & Institute of Public administration of Canada. 

Fox, W., Scwella, E. and Wissink, H. 1991. Public Management. Kenwyn: 

Juta & Co. Ltd. 

Freysen, C. 1999. 'The State : The Locus of Rights, Social Contract, and 

Justice'. In Wessels, J.S. & Pauw, J.C. 1999. Reflective Public 

Administration: Views from the South. Cape Town: Oxford University 

Press. 

Gildenhuys, J.S.H. 1993. Public Financial Management. Pretoria: J.L. van 

Schaik. 

Gildenhuys, J.S.H. 1997. Introduction to the Management of Public 

Finance: A South African Perspective. Pretoria: J .L. van Schaik. 

Guaspari, J. 1988: The Customer Connection: Quality for the Rest of Us. 

New York: American Management Association. 

157 

 
 
 



Gullick, L. & Urwick, L. (Eds.) 1937. Papers on the Science of 

Administration. New York: The Institute of Public Administration. 

Hanekom, S.X., Rowland, R.W. and Bain, E.G. (Eds.) 1987. Key Aspects 

of Public Administration. (Revised Edition.) Halfway House: Southern 

Book Publishers. 

Hessler, M. 1991. 'Client Service as the Bottom Line'. In McDavid, J.C. & 

Marson, B. 1991. The Well-Performing Government Organisation. Victoria: 

The Institute of Public administration of Canada. 

Hollingsworth, J.R. & Hanneman, R. 1984. Centralisation and Power in 

Social Service Delivery Systems. New York: Kluwer-Nijhoff Publishing. 

Hughes, O.E. 1998. Public Management and Administration: An 

Introduction (2nd Ed.). New York: St Martins Press. 

Huse, E.F., Bowditch, J.L. and Fischer, D. (Eds.) 1975. Readings on 

Behaviour in Organisations. Reading, Massachusetts: Addison-Wesley 

Publishing Co. 

Lane, L.M. & Wolf, J.F. 1990. The Human Resource Crisis in the Public 

Sector. New York: Quorum Books. 

McCurdy, H.E. 1977. Public Administration: A Synthesis. Menlo Park, 

California: Cummings. 

Mitchell, W.D. 1991. 'Rebuilding the B.C. Government Agents' Branch 

Around Customer Service'. In McDavid, J.C. & Marson, B. 1991. The 

Well-Performing Government Organisation. Victoria: The Institute of Public 

administration of Canada. 

158 

 
 
 



Naschold, F. & van Otter, C. 1996. Public Sector Transfonnation: 

Rethinking Hierarchies in Government. Amsterdam: John Benjamins 

Publishing Company. 

Nigro, F.A. & Nigro, L.G. 1980. Modem Public Administration. 5th Ed. New 

York: Harper & Row, Publishers. Inc. 

Obel, B. Issues of Organisational Design: a Mathematical Programming 

View of Organisations. Oxford: Pergamon Press. 

Osborne, D. & Gaebler, T. 1992. Reinventing Government. Reading, 

Massachusetts: Addison-Wesley Publishing Co. 

Pfiffner, J.M. & Presthus, R. 1967. Public Administration. 5th Ed. New 

York: Ronald Press. 

Reddy, P.S. 1995. Perspectives on Local Government Management and 

Development in Africa. Durban: University of Durban-Westville. 

Roux, N.L., Brynard, P.A., Botes, P.S. and Fourie, D.J. 1997. Critical 

Issues in Public Management and Administration in South Africa. Pretoria: 

Kagiso Tertiary. 

Rowat, C. (Ed.) 1961. Basic Issues in Public Administration. New York: 

The Macmillan Company. 

Schwella, E., Burger, J., Fow, W. and Muller, J.J. 1996. Public Resource 

Management. Kenwyn: Juta & Co. Ltd. 

Selltiz, C., Jahoda, M., and Cook, S.W. 1964. Research Methods in Social 

Relations (Revised Ed.). New York: Holt, Rinehart and Winston. 

159 

 
 
 



Sharkansky, I. 1975. Public Administration: Policy-Making in Government 

Agencies. Chicago: Rand McNally College Publishing Company. 

Simon, H.A. 1957. Administrative Behaviour. New York: Free Press. 

Swain, D. 1987. Reviewing Public Administration: A Study Guide. 

Lanham: University Press of America. 

Thornhill, C. & Hanekom, S.X. 1995. The Public Sector Manager. Durban: 

Butterworths. 

Tschohl, J. & Franzmeier, S. 1991. Achieving Excellence through 

Customer Service. New-Jersey: Prentice Hall. 

Ullrich, R.A. & Wieland G.F. 1980. Organisation Theory and Design. 

Homewood: Richard D. Irwin Inc. 

Vander Waldt, G. & Du Toit, D.F.P. 1997. Managing for Excellence in the 

Public Sector. Kenwyn: Juta & Co. Ltd. 

Van Niekerk, D., Van der Waldt, G., and Jonker, A. 2000. Governance, 

Politics and Policy in South Africa. Cape Town: Oxford University Press. 

Waldo, D. 1955. The Study of Public Administration. Garden City, New 

York: Doubleday and Company, Inc. 

Weiss, C.H. 1972. Evaluation Research; Methods of Assessing Program 

Effectiveness. Englewood Cliffs, New Jersey: Prentice-Hall. 

160 

 
 
 



Wholey, J.S., Scanlon, J.W., Duffy, H.G., Fukumoto, J.S. and Vogt, L.M. 

1973. Federal Evaluation Policy: Analyzing the Effects of Public Programs. 

Washington: The Urban Institute. 

Zeithalm, V.A., Parasuraman, A. and Berry L.L. 1990. Delivering Quality 

Service: Balancing Customer Perceptions and Expectations. New York: The 

Free Press. 

2. DICTIONARIES 

Collins English Dictionary. 1982. London: Collins. 

Encarta World English Online Dictionary. 

http:// dictionary.msn.com/find/ entry.asp?search=public+service. 

10 August 2001. 

Fox, W. & Meyer, I. Van H. 1995. Public Administration Dictionary. 

Kenwyn: Juta & Co. Ltd. 

Tulloch, S. (Ed.) 1995. The Oxford Dictionary and Thesaurus. Melbourne: 

Oxford University Press. 

Wyld, H.C. (Ed). 1961. The Universal Dictionary of the English Language. 

London: Routledge & Kegan Paul. 

3. ARTICLES 

Claver, E., Llopis, J., Gasca, J.L., Molina, H. and Conca, F.J. 1999. 

Public Administration: From Bureaucratic Culture to Citizen-Orientated 

Culture. The International Journal of Public Sector Management. Vol. 12, 

No.5, 1999. 

161 

 
 
 



De Vries, M.S. 1997. The Management of Public Participation in the 

Policy Process with Special Reference to the Netherlands. International 

Review of Administrative Sciences. Vol. 63, No. 2, June 1997. 

Dodoo, R. 1997. Performance Standards and Measuring Performance in 

Ghana. Public Administration and Development. Vol. 17, No. 1, February 

1997. 

Dror, Y. 1997. Delta-Type Senior Civil Service for the 21st Century. 

International Review of Administrative Sciences. Vol. 63, No. 1, March 

1997. 

Edwards, M. 1997. Organisational Learning in Non-Governmental 

Organisations: What Have We Learned?" Public Administration and 

Development. Vol. 17, No.2, May 1997. 

Fourie, D. 1998. Achieving Service Excellence in Local Government. 

SAIPA Journal of Public Administration. Vol. 33, No. 4, December 1998. 

Guan, L.S. 1997. Sustaining Excellence in Government: The Singapore 

Experience. Public Administration and Development. Vol. 17, No. 1, 

February 1997. 

Hilliard, V.G. 1997. Human Time Bomb - Coping with Urbanisation. 

Boardroom. Vol. 2, 1997. 

Hilliard, V.G. & Msaseni, W.S. 2000. Strategies for Improving Service 

Delivery in the South African Public Service. Administratio Publica. Vol. 

10, No. 1, June 2000. 

162 

 
 
 



Hilliard, V.G. & Wissink, H.F. 1999. Developing a Model to Address 

Training Deficiencies in a Post-Apartheid South African Public Service. 

Politeia. Vol. 18, No. 1. 

Hummel, R.P. 1994. Organisational Culture: Movement or Scandal? 

Public Administration Review. Vol. 54, No. 5. 

Jean-Pierre, D. 1997. Reaffirming Ethics and Professionalism in the 

French Public Service. International Review of Administrative Sciences. 

Vol. 63, No.4, December 1997. 

Kaul, M. 1996. Civil Service Reforms: Learning from Commonwealth 

Experiences. Public Administration and Development. Vol. 16, No. 2, May 

1996. 

Mountfield, R. 1997. Organisational Reform within Government: 

Accountability and Policy Management. Public Administration and 

Development. Vol. 17, No.1, February 1997. 

Ngouo, L.B. 1997. Responsibility and Transparency in Governmental 

Organisations in Cameroon: A Review of Institutional Arrangements. 

International Review of Administrative Sciences. Vol. 63, No. 4, December 

1997. 

Sanderson, I. 1996. Evaluation, Learning and the Effectiveness of Public 

Services. International Journal of Public Sector Management. Vol. 9, No. 5, 

1996. 

Smith, B.C. 1996. Sustainable Local Democracy. Public Administration 

and Development. Vol. 16, No. 2, May 1996. 

163 

 
 
 



Stewart, J. & Clarke, M. 1987. The Public Service Orientation: Issues and 

Dilemmas. Public Administration. Vol. 65, No.3. 1987. 

Warner, M. 1997. Consensus Participation: An Example for Protected 

Areas Planning. Public Administration and Development. Vol. 17, No. 4, 

October 1997. 

Zhigang, W. 1997. Hospital Management Improvement in China. Public 

Administration and Development. Vol. 17, No. 2, May 1997. 

4.ACTS 

South Africa (Republic). 1994. Public Service Act. (Proclamation 103 of 

1994). Pretoria: Government Printer. 

South Africa (Republic). 1996. Constitution of the Republic of South Africa 

(Act 108 of 1996). Pretoria: Government Printer. 

South Africa (Republic). 1999. Public Finance Management Act (Act 1 qf 

1999). Pretoria: Government Printer. 

South Africa (Republic). 1999. Statistics Act (Act 6 of 1999). Pretoria: 

Government Printer. 

5. NOTICES 

South Africa (Republic). 1994. White Paper on Reconstruction and 

Development. (Notice No. 1954 of 1994). Pretoria: Government Printer. 

164 

 
 
 



South Africa (Republic). 1995. White Paper on the Transformation ofthe 

Public Service. 

http: llwww.gov.zalwhitepaperl19951transformation.htm. 

10 August 2001. 

South Africa (Republic). 1996. Macroeconomic Strategy on Growth 

Employment and Redistribution (GEAR). 

http: llwww.gov.zalreportsl19961macroeco.htm. 10 August 2001. 

South Africa (Republic). 1997. White Paper on Transforming Public Service 

Delivery (Batho Pele White Paper). (Notice No. 1459 of 1997. Gazette No. 

18340, Vol. 388. 1 October). Pretoria: Government Printer. 

South Africa (Republic). 2000. Green Paper one-Commerce. Pretoria: 

Government Printer. http: II docweb.pwv.gov.zaiEcomm

Debatelmvweblgreenpaper lindex.htm. 11 May 2002. 

South Africa (Republic). 2001. Public Service Regulations. (Notice No. 

21951 of 2001). Pretoria: Government Printer. 

6. PUBLISHED OFFICIAL REPORTS AND DOCUMENTS 

Department of Public Service and Administration. 2000a. Annual Report 

1999/2000. http: II www.dpsa.gov.zal docs I reports I annual99-00 .htm. 

18 April 2002. 

Department of Public Service and Administration. 2000b. The Public 

Service Sector Education and Training Authority's Sector Skills Plan. 

http:llwww.dpsa.gov.zalprojectsiPsetaiPSETADocumentsiSectoralSkill 

sPlan.htm# Toc492447769. 20 April2002. 

165 

 
 
 



Department of Trade and Industry. 2001. Driving Competitiveness: An 

Integrated Industrial Strategy for Sustainable Employment and Growth. 

Discussion Document. 

http: //www.dti.gov.za/ downloads/ docs/indstrat2.pdf. 6 January 2001. 

KwaZulu-Natal Provincial Administration. 2000a. Delivery to the People: 

A Guide to Implementing Batho Pele. Pietermariztburg: KwaZulu-Natal 

Provincial Administration. 

KwaZulu-Natal Provincial Administration. 2000b. People First: Sukumani 

Siye Phambili (Arise - Let us go forward). Pietermariztburg: KwaZulu

Natal Provincial Administration. 

Pricewaterhouse Coopers. 2000 j 2001. Kwazulu-Natal Premier's Good 

Governance Awards for Service Excellence: A Guide for Applicants. 

Pietermaritzburg: Pricewaterhouse Coopers. 

Public Administration Review. 1999. Vol. 59, No.6, November/December. 

Stats SA. 1999. Annual Report 1998. Pretoria: Statistics South Africa. 

Stats SA. 2000. Annual Report 1999. Pretoria: Statistics South Africa. 

Stats SA. 2001 a. Annual Report 2000/01. Pretoria: Statistics South 

Africa. 

University of Fort Hare. 1997. Conference Report. National Conference on 

Service Delivery. 27 - 28 February 1997. Bisho: University of Fort Hare. 

166 

 
 
 



7.PAPERS 

Wall, K. 1997. The Challenges of Urban Management and Service 

Delivery in Local Authorities. Paper delivered at the Inaugural Congress of 

the Institute for Local Government Management of South Africa. March, 

1997. Port Elizabeth. 

8. UNPUBLISHED DEPARTMENTAL REPORTS AND DOCUMENTS 

Stats SA. 2001 b. Proposed Framework for a National Statistics 

Information System. 10 January 2001. 

Stats SA. 2001c. Service Delivery Improvement Programme for the 

2002/2003 Planning Period. January 2002. 

Stats SA. 2002 . Framework for Policy, Information and Planning. Draft 1 

for Comment. January 2002. 

9. UNPUBLISHED DISSERTATIONS 

Loxton, A. 1993. A Criteriological Approach to the Functional Structure of 

Central Government Administration in South Africa. Pretoria: University of 

Pretoria. (Doctoral Thesis). 

Pillay, P. 2000. Impact of Urbanisation on Municipal Services Delivery with 

Particular Emphasis on the Provision of Water in the Durban Metropolitan 

Area. Durban: University of Durban-Westville. (Doctoral Thesis). 

167 

 
 
 



10. UNPUBLISHED NOTES 

Riekert, D. 2001. Batho Pele/Customer Care. Course in Effective Service 

Delivery: Enhancing the Capacity of Existing and Emerging Public Service 

Managers for Effective Service Delivery. Unpublished course notes. 

11. INTERNET 

Health-E. http://www.health-e.org.za. 25 June 2001. 

CIA World Factbook 2001. 

http: //www.odci.gov I cia/publications/factbook. 4 June 2001. 

NUA 2000. Internet Surveys. http: //www.nua.ie. 25 April 2001. 

Stats SA Homepage. Aims of Stats SA. 

http://www.statssa.gov.za/default2.asp. 13 November 2001. 

168 

 
 
 



Annexure A 

 
 
 



QUESTIONNAIRE ON IMPLEMENTATION OF THE 

BA THO PELE PRINCIPLES 

INSTRUCTIONS 

This questionnaire is intended to obtain information on the implementation of the principles of 

the White Paper on Transforming Public Service Delivery (the Batk Pele White Paper), (Notice 

1459 of 1997) by Statistics South Africa (Stats S.A.). The results of this questionnaire will be used 

for academic purposes, but will also be available to Stats SA. 

Employees have varied opinions on matters; please give your own/honest opinion, since this will 
aid in making the end product an accurate reflection of combined experiences in your institution. 

Do not write your name on the questionnaire. All information supplied will be treated with the 
strictest confidentiality. 

A. BIOGRAPHICAL INFORMATION 

1. Please complete your: 

Unit/Section------------------------- and 

Directorate 

2. Indicate the level of your job, (by encircling the appropriate number). 

Senior Management (Director and Above) 

Middle Management (Deputy/ Assistant Director) 

Supervisory Level (Senior Administrative Officer/ Administrative Officer) 

Other (?pecify:. ____________ ) 

3. Indicate your highest educational qualification, (by encircling the appropriate number). 

Post Graduate Qualification 1 

Graduate Qualification 

Grade 12/ Man-ic 

 
 
 



B. BATHO PELE PRINCIPLES 

For each statement, encircle a number which best reflects your opinion. 

Encircle only one number in the box next to the question. 

Use the followmg scale: 

1 = I disagree completely 3 = I agree to some extent 

2 = I disagree to some extent 4 = I agree completely 

04. I understand and support the principles of Batho Pele. 

OS. I am aware of the provisions of Stats SA.'s Service Delivery Plan. 

06. I know who the customers of Stats S.A. are and what services we provide to them. 

07. The customers of Stats S.A. are important to me. 

08. I treat all customers of Stats SA. with respect and courtesy. 

09. I always try to improve relationships with all our customers. 

10. My conduct towards customers is monitored regularly. 

11. Customers are consulted on a regular basis on what their needs are. 

12. All customers of Stars S.A. are aware of what services we deliver arid how to go 

about accessing them. 

13. Customers are kept updated on changes in our institution and services. 

14. Customers are aware of what they can expect in terms of service delivery standards. 

15. I always aim to improve service delivery in my workplace 

16. I know exactly what is expected of me according to service delivery standards of 

quality, quantity, time and cost. 

17. I was involved in setting the above mentioned service delivery standards. 

18. I regard the above mentioned standards as challenging but realistic. 

19. My performance according to service delivery standards is monitored regularly. 

20. Stats SA. is employing a tool which measures customer satisfaction. 

21. Stats SA. has a system in place through which customers can register complaints. 

22. Complaints are referred to the relevant official and handled swiftly. 

Disagree-) Agree 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

1 2 3 4 

2 

 
 
 



Di.s=lgree-7· Agree 

23. Complaints about service delivery in Stats S.A. effect changes which prevent the 1 2 3 4 
same mistakes from being made again. 

24. Stats S.A. has set targets for increasing access to its services for all customers. 1 2 3 4 

25. I was consulted on how to improve customer service. 1 2 3 4 

26. I have, or am scheduled to, receive service delivery related training. 1 2 3 4 

27. I try to persuade my colleagues to implement the BatixJ Pele principles 1 2 3 4 

28. The importance of effective service delivery is reflected by the actions of 1 2 3 4 
all Sats S.A. staff members 

29. The organisational transformation and restructuring envisaged for Stats SA. will 1 2 3 4 
improve service delivery. 

30. It is my opinion that Stats S.A. is meeting the requirements of Batho Pele and that 1 2 3 4 
we are achieving excellence in service delivery. 
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