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CHAPTER 1: INTRODUCTION 

1.1. GENERAL OVERVIEW 

The majority of exponents of Public Administration are of the opinion 

that the state originated as a natural institution in response to man's 

social nature and that it does not exist for its own sake but solely to 

enable every individual to attain a life of the greatest possible happiness. 

However, since man can only find the means for living a proper life and 

developing his mental and moral faculties within society, the ultimate 

end of the state is not simply the personal goods of individuals, but the 

welfare of society as a whole. The better the material, moral, and 

intellectual wellbeing of the whole of society, the better each individual 

will be able to attain his/her self-perfection as a human being. This, the 

Graeco-Christian perspective on the role of the state, essentially argues 

its ultimate purpose as being to promote the common good (Loxton 1993: 

30-31). 

To comprehend the place of service delivery in the role of the state, the 

following examination can be highlighted. Service delivery includes 

protection by an accepted governing body. In exchange for being 

governed and protected, citizens expect the governing body to maintain 

an orderly community. This agreement confirms the governing body's 

responsibility to govern on behalf of the citizens of such communities 

and to protect their interests (Du Toit & Van der Waldt 1999: 22). This 

responsibility further implies that the governing body is responsible for 

service delivery to the community. 
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The responsibility for service delivery denotes the delivery of some kind of 

collective or common services. As stated, originally, services delivered 

were collective and basic, e.g. defending the community and members 

thereof against aggression and turmoil (Du Toit et al. 2002: 88). As 

communities grew and became more sophisticated, so their need for 

more and better services increased and needs became increasingly 

difficult to meet. Problems associated with the meeting of needs stemmed 

from the increased restrictions placed on growing communities with 

more needs to satisfy, as well as from attempting to maintain an orderly 

community (Du Toit & Van der Waldt 1999: 24). Governing institutions 

thus deliver services because citizens are unable to satisfy al their own 

needs and the activities of public administration are the logical 

consequences of the practice of service delivery from the earliest times 

(Du Toit et al. 2002: 89). 

Government and the activities it undertakes to deliver services are the 

result of political dynamics. Governance is the maintenance of law and 

order, the defence of society against external enemies and the 

advancement of what is thought to be the welfare of the group, 

community, society or state itself (Fox & Meyer 1995: 55). Government is 

thus responsible for making laws, ensuring that there are institutions to 

implement its laws, and providing the services and products that these 

laws prescribe. It is the implementation of laws and the actual provision 

of services and products that constitutes governance (Du Toit et al. 2002: 

64). 

To understand the correlation between governance, encompassing the 

role of the state, and public administration, the definition of public 

administration needs to be considered. Public administration can be 

defined in terms of the (generic) functions of public administration. The 

six generic functions are policy-making; financing; personnel provision 
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and use; organising; determining work procedures and methods; and 

controlling (Cloete 1998: 86). Management is regarded by some 

exponents as the seventh overarching generic function of public 

administration, consisting of activities such as planning, leading and co

ordinating (Botes et al. 1992: 300 cf. Du Toit & Vander Waldt 1999: 16). 

When the management function and especially the activity of planning is 

considered separately, the relevance of Statistics South Africa (herein 

after referred to as Stats SA) as subject of a study in the field of Public 

Administration becomes apparent. However, the terms planning and 

policy-making have to be examined first. 

Planning is the process of making decisions about what should be done 

by whom, how, when and where, in order to achieve that which is 

envisaged by a policy (Du Toit & Van der Waldt 1999: 16). As was 

mentioned, policy-making is one of the generic functions of public 

administration starting from the moment a decision is made to do 

something about a specific problem or need, to the time a service is 

delivered. Policies in turn state intentions, (Du Toit et al. 2002: 64) for 

example, the elected legislative body is responsible for making public 

policy decisions, that is, deciding what the public policies will be by 

passing laws. Then it is the responsibility of public institutions to 

implement these policies consistent with the law, making whatever 

management decisions are necessary to determine how the policies can 

be implemented with maximum efficiency, effectiveness and 

responsiveness (Swain 1987: 117). An activity undertaken during both 

policy-making and planning is decision-making which can be defined as 

a deliberate choice between alternatives, (Van Niekerk et al. 2000: 90) or 

a rational process by which a specific plan is chosen to solve a particular 

problem (Crous 1995: 181). Also, the close relationship between decision

making and planning lies in the fact that public administration should 
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be based on rationality, meaning that public administrators are expected 

to think before they act, even if reacting to a crisis (Swain 1987: 119). 

Before the relevance of Stats SA 1n the South African public 

administration can be explained, it 1s necessary to consider the 

importance of information to the generic function of policy-making and 

the management activity of planning, both reliant on decision-making. 

The terms data and information will be defined under 1.6.5, but at this 

point it is important to note that information is considered to be 

processed data and in contemporary societies, information 1s an 

important factor in the process of government and administration. For 

example, it would be unwise to make a decision about a particular 

situation without having knowledge about what caused the situation to 

develop. Information is thus extremely important in the process of 

decision-making. Relevant information at hand empowers governments 

and administrators to make decisions and to take action. Information 

provides them with a comprehensive picture of various situations that 

they have to act on (Du Toit et al. 2002: 45). The importance of the 

availability of information lies therein that rational decision-making is 

often impeded by the cost of information, as it takes time, effort and even 

money to obtain data and comprehend their meaning (Downs 1967: 3). 

Stats SA aims to produce timely, accurate and accessible official 

statistics to help advance South African economic growth, development 

and democracy (http://www.statssa.gov.za/default2.asp). Statistical 

data and information can assist in administering all the generic 

functions of public administration, namely policy-making; financing; 

personnel provision and use; organising; determining work procedures 

and methods; and controlling (Cloete 1998: 86 cf Pillay 2000: 35). 

However, the statistical products of Stats SA are indispensable in 

especially the policy-making and planning activities of government, 
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government departments, and other public, as well as private 

institutions. As it has been established that the statistical data and 

information produced by Stats SA inform the generic functions of public 

administration, it can be accepted that the statistical products of Stats 

SA also have a considerable contribution to make towards improved 

service delivery in the South African public service. It is after all, bearing 

in mind the definition that public administration is the type of 

administration that is involved in the conduct of communal or public 

affairs by the various government and other public bodies (Gladden 

1972: 3), efficiency in policy-making; financing; personnel provision and 

use; organising; determining work procedures and methods; and 

controlling that will assist in enhancing public service delivery. 

The deduction can be made form the above discussion that the 

programmes of government should contribute towards an enhanced 

quality of life for all (Thornhill & Hanekom 1995: 17). This implies that 

the outcomes of public administration are aimed at service delivery and 

the improvement of the general welfare of the people (Du Toit et al. 2002: 

6). 

Institutions in the public sector are established to achieve specific goals 

that the legislator has in mind with society. In the public sector 

institutional goals change because of changing political ideology, 

changing interpretation of societal values, changing conditions in the 

international environment, or when a change of government takes place 

(Thornhill & Hanekom 1995: 167). The transformation of the South 

African public service has been placed high on the political agenda in the 

post-1994 dispensation, as the new government would like to consolidate 

and retain its power, through which it would simultaneously be 

improving its international and domestic regard (Hilliard & Msaseni 

2000: 66). 
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The South African government was spurred on to address public sector 

service delivery, not only because of what is required of it in 

constitutional terms, but also by the following post-apartheid socio

economic statistics. In 1995 it was estimated that close to eight million 

people (at that stage 30 percent of the South African population) did not 

have adequate sanitary facilities and that only 57 percent of South 

Africans had waterborne sewerage (Wall 1997: 113). In 1996 it was 

estimated that between 15 and 16 million people did not have piped 

water (Hilliard 1997: 24). 

In order to implement South Africa's Reconstruction and Development 

Programme (herein after referred to as RDPJ and its Growth, Employment 

and Redistribution Strategy (herein after referred to as GEAR), 

government has released a number of White Papers that have bearing on 

the transformation of the South African public service, with the aim of 

making the public service more efficient, effective and economical. One of 

the most important policy documents is the White Paper on Transforming 

Public Service Delivery, or the Batho Pele White Paper of 1997 (Notice No. 

1459 of 1997) (herein after referred to as the Batho Pele White Paper). 

'Batho Pele' is Sesotho for 'People First' and this title was derived from 

the motto adopted by the post-1994 public service: 'Service to the People' 

(Hilliard & Msaseni 2000: 66). 

The Batho Pele White Paper (Sect. 1.1.1.) states that the South African 

Public Service will be judged by one criterion: its effectiveness in 

delivering services that meet the basic needs of all South African citizens. 

This is emphasised by the following statement: ((Public services are not a 

privilege in a civilised and democratic society, they are a legitimate 

expectation. That is why meeting the basic needs of all citizens is one of 
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the five key programmes of the Government's Reconstruction and 

Development Programme (RDP)". 

The inhabitants of a country require various services from all levels of 

government and pay for such services either directly or by way of taxes. 

The community has a right to demand that such services be provided 

effectively, efficiently and cost effectively. Public institutions must 

therefore strive to provide such services as required by the community as 

customer (Riekert 200 1: 89). 

Service delivery can be regarded as the paramount function of any 

government. Citizens elect representatives to ensure that the services 

they need are provided. If a government fails to meet the needs of the 

community then the elected representatives and councillors must accept 

responsibility for such failure. Members of the public can and should 

demand explanations from their elected representatives if the demanded 

standard of service is not met (Riekert 2001: 89). 

The prioritisation of improved service delivery by governments has also 

been termed 'alternative service delivery', described as involving a re

examination of the core functions of government; those functions that 

only government can and must perform. Alternative service delivery is 

said to involve the transformation of government functions with a view to 

service delivery which is citizen-oriented and citizen-centred (Ford & 

Zussman 1997: 273-275). 

The aim of this dissertation is to evaluate the implementation of the 

principles of the Batho Pele White Paper, as definitive government 

regulation on service delivery by the South African public service; 

specifically by Stats SA, as a South African government department, or 

public institution. 
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After a general overview has been acquired, the frame of reference of the 

dissertation should be considered. The frame of reference will explain the 

type of study undertaken, as well as the institutional context within 

which research was conducted. 

1.2. FRAME OF REFERENCE 

This dissertation is an empirical research study on the implementation of 

the principles of the Batho Pele White Paper by Stats SA. The empirical 

research study is supplemented with a normative study of service 

delivery. 

Empirical research will address perceptions displayed by employees at 

the Head Office of Stats SA on the extent to which the institution is 

implementing the principles of Batho Pele, through their completion of a 

questionnaire. Stats SA was selected for the empirical study, because of 

its encompassing role as public institution. Stats SA collects, processes, 

analyses and publishes economic, social and population statistics. The 

institution has no direct policy responsibility; however, the data and 

information it distributes, support policy decisions made by government, 

the private sector and civil society. Herein then lies the potential of Stats 

SA to make a major contribution to the improvement of service delivery 

in South Africa. Past assessments of service delivery by South African 

public institutions have also tended to focus only on institutions that 

serve the public as primary customer, often neglecting to address 

government and other public, as well as private institutions as 

customers. That government is the primary customer of Stats SA, serves 

as a reminder that in addressing the Batho Pele White Paper principles, 

public institutions should not be so focussed on the service delivery 
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needs of external (individual) customers, that they neglect the needs of 

customers internal to the public service. 

When clarity has been established on the frame of reference for the 

research, it is of paramount importance to maintain a constant 

awareness of the problem statement of the dissertation. The researcher 

should of course remain mindful of what it is he I she wishes to prove or 

assess. 

1.3. PROBLEM STATEMENT 

The consolidation and retention of its power, and the simultaneous 

improvement of its international and domestic regard have been 

identified as aims by the South African government, leading to the 

prioritisation of the transformation of the South African public service, 

with the aim of improving service delivery by making it more efficient, 

effective and economical. The statement is made in Stats SA's service 

delivery improvement programme for the 2002 I 2003 planning period 

(herein after referred to as the Stats SA service delivery improvement 

programme), that although there have been service delivery improvement 

initiatives in Stats SA, there has been no consolidated, systematic, 

deliberate and conscious effort to implement the Batho Pele White Paper 

(Stats SA 2001c: 7). 

The a1m of this dissertation is neither to prove or disprove the above 

mentioned thesis, but rather to assess the level of implementation of the 

Batho Pele White Paper principles by Stats SA, against the background of 

service delivery in the South African public service. The reason being that 

the critical challenge associated with the implementation of the Batho 

Pele White Paper principles is not necessarily to replace or redesign 
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systems and procedures operating in Stats SA, or to change prevalent 

attitudes, but rather that these systems, procedures and attitudes are 

merely re-oriented in favour of service delivery (Stats SA 2001c: 6). 

Understanding of and continuously (re)focussing on the problem 

statement could be seen as the first priority of research. Ensuing, the 

research methodology utilised has to be justified ensuring that the 

particular methodology used was best suited to the research undertaken. 

1.4. RESEARCH METHODOLOGY 

For the normative study or theoretical basis of the dissertation, local and 

international publications were consulted. Apart from books, these 

included applicable legislation and government notices of the Republic of 

South Africa, reports from government departments and other public 

institutions, as well as articles from subject specific journals. 

During the empirical research conducted, the investigating procedures 

followed were the following: 

a) a questionnaire was developed and completed anonymously by 

selected employees at the Head Office of Stats SA (Annexure A); and 

b) a frequency analysis was performed by utilising the software package 

Microsoft Excel '97 for Windows. 

The a1m of the questionnaire developed for the purposes of the 

dissertation was to evaluate the perceptions of employees of Stats SA on 

service delivery related issues. The issues addressed by the questionnaire 

were selected on the grounds of their direct bearing on the theme of the 

dissertation, namely the implementation of the principles of the Batho 

Pele White Paper by Stats SA, founded in an examination of service 
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delivery in the South African public service. The arguments in this 

dissertation are thus supported by both normative and empirical 

research. 

For the completion of the questionnaire, staff members were selected as 

participants on the grounds of their being situated in directorates or 

subdirectorates of the Head Office of Stats SA regarded as being located 

closest to the actual point of service delivery, by the time of completion of 

the questionnaire (April 2002), or on the grounds of their being the 

employees who are in contact with customers most often. The 

respondents were employed In the following directorates and 

subdirectorates: 

a) Statistical Outreach, In the directorate: Analysis and Statistical 

Consulting and chief directorate: Research and Development. The 

subdirectorate consists of three staff members; one on senior 

management level (Director and above), one on middle management 

level (Deputy or Assistant Director) and one on supervisory level 

(Senior Administrative Officer or Administrative Officer). All three staff 

members completed the questionnaire; 

b) Publishing: Web and Publishing: Design, in the directorate: 

Publishing, Marketing and User Information Services and chief 

directorate: Research and Development. The subdirectorate consists 

of five staff members (two in Publishing: Web and three in Publishing: 

Design); one on middle management level, two on supervisory level, as 

well as two industrial technicians. All five staff members completed 

the questionnaire; 

c) User Information Services, in the directorate: Publishing, Marketing 

and User Information Services and chief directorate: Research and 

Development. The subdirectorate consists of five staff members of 

whom three completed the questionnaire. All three respondents 

occupy positions on supervisory level; 
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d) Information Resource Centre, 1n the directorate: Publishing, 

Marketing and User Information Services and chief directorate: 

Research and Development. The centre consists of three staff 

members of whom two completed the questionnaire; one librarian and 

one senior library assistant; 

e) Marketing Services, in the directorate: Publishing, Marketing and 

User Information Services and chief directorate: Research and 

Development. The subdirectorate consists of nine staff members of 

whom seven completed the questionnaire; three on supervisory level, 

one clark, one dissemination officer and two employees specified as 

'professionals'; and 

f) Publications, 1n the directorate: Finance and Provisioning 

Administration and chief directorate: Corporate Services. The section 

consists of 12 staff members of whom seven completed the 

questionnaire. Four respondents were typists and three were clerks 

on ranging levels. 

A total number of 27 respondents completed the questionnaire. The 

response rate can be calculated as follows: 

a) the total number of potential participants was 37; 

b) the number of respondents was 27; 

c) which brings the response rate to 72.97%). 

A response rate of 72.97°/o might imply that the answers given by 

respondents might also be valid for non-respondents within the 

directorates and subdirectorates targeted. However, it has to be stated in 

terms of the limitations of this dissertation that only 27 staff members 

out of 571 employed in the Head Office of Stats SA completed the 

questionnaire. It can thus not be assumed that the answers given by 

respondents will be valid for the entire Stats SA. The results of the study 
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should thus be seen as representing only the opinion of the respondents. 

It has to be reiterated, however, that the directorates and subdirectorates 

selected for participation in completing the questionnaire were limited to 

those regarded as being located closest to the actual point of delivery of 

services, or being in contact with customers most often. 

In order to determine the reliability of the empirical study, the 

Spearman-Brown formula was used. The formula is as follows: 

Nr 

Rel 

1 + (N-1) r 

Where: 

a) Rel implies the degree of reliability; 

b) N implies the number of units that were measured; and 

c) r is the correlation between one assessment and another. 

If it is assumed that the correlation between one assessment and another 

is one, then the degree of reliability can be calculated as follows (Selltiz et 

al. 1964: 183): 

27(1) 

Rel 

1 + (27-1) 1 

1.0 

The conditions of the formula is that if the number of units measured 

increases and the correlation between one assessment and another 

remains the same, it may not change the end result of the formula 

drastically. 
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The outcomes of the questionnaire are represented in table format. The 

following terms were used in the tables: value, frequency, percent, and 

cumulative percent. Value represents the scale from one to four from 

which respondents could choose. A value of one represented the lowest 

value, namely 'I disagree completely', a value of two: 'I disagree to some 

extent'; a value of three: 'I agree to some extent' and a value of four 

represented the highest value, namely 'I agree completely'. Frequency 

depicts the number of times that a specific value occurred and percent 

the number of times that a specific value appeared in terms of a 

percentage out of 100. Cumulative percent represents the total 

percentage after each percent. 

This methodology was selected on the grounds of its suitability to the 

quantification of results, as well as the anonymous participation of 

respondents. The opportunity for anonymous participation is believed to 

encourage participants to answer questions more honestly, as they do 

not have to fear answers perceived as negative being connected to their 

position or person. When, as in this case, an employee is being 

questioned on the issue of service delivery in his/her institution, he/ she 

might for example not admit to not always treating customers with 

courtesy and respect if he I she knows that this could be traced back to 

him/her, out of fear that this might endanger his/her position in the 

institution. The scale according to which respondents were expected to 

answer the questions was also believed to have contributed to accuracy 

by affording them with the opportunity to express a range of opinions, 

without the risk of uncertainty of a neutral factor. 

After elucidating the research methodology used in a dissertation and 

also examining the suitability thereof, the structure of the dissertation 
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needs to be considered. This provides an overall picture of the 

components of a dissertation. 

1.5. STRUCTURE OF DISSERTATION 

Chapter 1 embodies an introduction to the dissertation, by providing a 

general overview, specifying the frame of reference, and discussing the 

problem statement of the research undertaken. Chapter 1 also explains 

the research methodology used and provides definitions of terms used in 

the dissertation. In Chapter 2, the development of Stats SA from 1970 to 

2002 is examined, which includes discussions on the institution's 

mission statement, legislative mandate and aims. This examination of 

the development and structural-functional analysis of Stats SA will serve 

as an introduction to the study of service delivery within the confines of 

this particular public institution. 

Chapter 3 comprises a conceptualisation of the term service delivery, as 

well as an examination of the environment for service delivery, examining 

the legislative, economic, socio-cultural and technological environments. 

Chapter 4 is devoted to the outcomes of the empirical research 

conducted and addresses the implementation of service delivery 

strategies in Stats SA. The examination of the Batho Pele White Paper as 

service delivery strategy is structured in terms of the principles of the 

White Paper as they were addressed by the questionnaire. Chapter 5 

contains an evaluation of all preceding chapters, as well as 

recommendations. 

When a summary has been considered of the components of a 

dissertation, it is necessary to define important terms used in the 
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dissertation. Providing definitions for the terminology used 1n the 

dissertation is aimed at eliminating uncertainty. 

1.6. DEFINITIONS OF TERMS USED IN DISSERTATION 

Definitions are provided for the terms South African public service, 

service delivery and customer. The relation between the terms 

effectiveness, efficiency and economy is also examined. It is also 

necessary to note the difference between (statistical) data and 

information, as the classification of the products or services of Stats SA. 

1.6.1. South African public service 

Section 197( 1) of the Constitution of the Republic of South Africa, 1996 

(Act 108 of 1996) (herein after referred to as the Constitution of the 

Republic of South Africa, 1996) states that there is a public service for the 

Republic which must function and be structured in terms of national 

legislation and which must loyally execute the lawful policies of the 

government of the day. According to section 7(2) of the Public Service Act 

(Proclamation 103 of 1994) (herein after referred to as the Public Service 

Act, 1994) the responsibility for administration will be that of the 

national and provincial departments and organisational components 

named in the Public Service Act, 1994. While section 8 of the Public 

Service Act, 1994 elaborates that the South African public service 

constitutes all persons holding fixed positions or permanent additional 

appointments in these bodies. Also included are the Permanent Force of 

the National Defence Force, the South African Police Service, the 

Department of Correctional Services, the Department of National 

Intelligence Services and state educational institutions. The term public 
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