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cascaded into individual scorecards, allowing for planning. monitoring, reviewing and rewarding
of perfor 1nce, and the enhancement of development, at the level of the individual employee

(City of Johannesburg: Basic Training on Performance Management, 2007).

A Performance Manage :nt System not only ensures that the City fulfils its legal duty to
introduce performance management but also helps employees to understand exactly what work

they must do to contribute towards the achievement of this vision.

1.2 Problem statement

Some time ago. there was a public outcry in the form of complains and pro- s by civil society
in the City of Johani burg regarding the poor service delivery; lack of commitment by
personnel; performance not properly monitored; lack of training: ' poor customer care
(Mazibuko, 2004: 2). In order to improve these services. the need was identified to develop
systems and processes to improve performance of employees in order to enhance s¢ ice

delivery in the City of Johannesburg.

It was also acknowledged that “performance and productivity are difficult to measure in the
public sector and local government, because both relate to output but not necessarily to
production. The public sector, that includes municipalities, is generally a provider of pubilic
services, and not a producer of goods and services. Public sector output, or the quantification
thereof, appears to be a vague issue due to the notion that it is intangible and therefore not easily

measured™ (Hilliard.1995: 2} in the City of Johannesburg.

1.3~ vpothesis

It is argued that the introduction of a city scorecard may lead to the more effective delivery of

services through measuring of productivity of employees.

1.4 Research questions



Considering the problem statement. the study was attempted to find answers to the following

questions:

» What are the meanings of performance management and scorecard at the City of

Johannesburg?

» What are the processes and systems that enhance performance management at City of

Johannesburg?

~ What could be the impact of scorecard on performance management at City of

Johannesburg?

»~ What is the impact of performance management of employees on delivery of services at City

of Johannesburg?

» What recommendations can be off¢ 1 to add value to performance management at City of

Johannesburg?

1.5 Research Objectives

The following were outlined as objectives for the study:

» To give a theoretical exposition of concepts, city scorecard and performance management at

City of Johannesburg.

» To explore the processes and systems that enhances performance management at City of

Johannesburg.



» To investigate the significance of scorecard on performan  management at City of

Johannesburg.

» To investigate the impact of performance management of employees on delivery of services

at City of Johannesburg.

» To offer recommendations that may add value for effective Performance Management at City

of Johannesburg.

1.6 Research Methods

The research utilized the following methodology for gat  -ing information:

1.6.1 Literature

Literature was employed to gather information on concepts of City Scorecard and Performance
Management. The sources consulted were: books, journals, legislations, newspapers, archival

data from the City of Johannesburg intranet (Jozinet), Intranet websites.

1.6.2 Empirical Research and lesign

Under the guidance of the supervisor semi-structured interviews were conducted with
respondents from senior management, politicians, and officials. This included qualitative
guestionnaires to obtain their opinion on the significance of city scorecard for effective

performance management at City of Johannesburg. The following were interviewed:

# The political head (i.e. Member of Mayoral Committee (MMC) for Corporate Services in

City of Johannesburg) to establish the state of Performance Management by the officials of

City of Johannesburg.






1.7 Outline of cha; :rs

To pursue the research. the following chapters are covered:

Chapter one: Orientation and problem statement

Chapter two: Theoretical exposition of the concepts. city scorecard and performance

management

Chapter three: An overview of the extent of performance management and service delivery at

City of Johannesburg

Chapter four: The significance of a city scorecard for effective performance management and

etficient service delivery at City of Johannesburg

Chapter five: Conclusion and recommendations

The next chapter will explore the meaning of concepts performance management and city

scorecard comprehensively.















information needed to determine levels of reward in relation to contribution, and to plan salary
increases in relation to progress and potential. It is also ensured that appropriate intrinsic
incentives and rewards are given for achievement. These include recognition, status and
opportunities for advancement (Armstrong, 1994:14), Performance management activities
further involve: perfc 1ance review; performance counseling: potential review; and career
counseling. These activities aim at initially identifying employee performance targets, by
monitoring the work performance on continuous basis, and managing the performance of
employees by the use of participative management techniques. By establishing a conducive work
environment, managers are able to develop employee strengths and overcome w  nesses, thus
utilizing employees to their full potential. The historical background to performance
management stems from developments in merit rating, management by objectives. and

performance appraisal (Cheminais, et al, 1998:163).

Work is productive if it contributes to the purpose of the organization. Evaluation identifies
possible adjustments and improvements if employee’s efforts are being directed toward the right
results and gives recognition where performance is good. Evaluation identifies training and
develop :nt that can increase perform ce. Future performance can only be managed if it is
known what has already been accomplished in relation to performance goals {(Andrews, 1988:
124). De Waal (2002:134) therefore emphasizes the strategic nature of performance management
and defines performance as the process that enables the organization to deliver a predictable
contribution to sustained value creation. A world class performance management process
consists of excellent strategy development, target setting. performance measurement,
performance review, and incentive compensation sub-processes. Thus, the management principle
underpinning performance management is that performance is a management too! that integrates

the business operations with the strategic intent of the organization.

The success of any organization is said to depend on its ability to execute its functions against its
strategies as Flapper and Stoop (1996: 27) argue that “strategies within the organization must
ensure that all noses are pointing in the same direction and that every person within the
organization is contributing to the organizations objectives via their daily activities in support of
measurements as contained within the performance management system”. Noe et al (2000: 23)

state that this “highly committed work force is the source of an organization’s sustainable
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e Staff: Improved management of performance results in clearer targets and the freedom to
work autonomously to achieve these targets, with the required level of support from their

managernent that is improved personal sel  evelopment.

¢ Support function: Objectives which come from a centrally agreed business plan are more
likely to give support functions and alternative reason for existence rather than the pursuit of

their own specialized agenda.

o Community/ Customers: Clear performance management enable the organization to deliver
on its promises to customers more consistently by converting community needs into

workable plans of action {van der Waldt, 2004; 42},

The other benefits of performance management are: it clarifies strategy and makes it accessible:
it transforms strategy into operations, vision into action (strategic aligi  2nt): it clarifies roles
and responsibilities- political and managerial; it clarifies expectations of the institution and

individuals; and it improves accountability and participation (van der Waldt, 2004: 41-42).

If performance management is properly monitored, all stakeholders will be rewarded in one way
or the other, for example. managers will be able to achieve the strategic objectives of the
organization; employees will receive | formance bonuses while community will receive good
and quality service on time. These can be achieved through effective performance management

process that is explained in the next section.

2.2.2 Performance Managem« :Process

Performance management consists of a number of broad phases. The steps taken within each of
the phases depend on the specific route the parties involved choose to go. The performance
management system which is chosen by an institution should be evaluated before it is
implemented to ensure that it is a system that will work in the institution. Aspects that need to be
taken into account include the ucational levels of employees and the kind of service that is

provided to community (Harvey, 2000:181).
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There are four basic phases in the performance management process, namelv:

The planning phase: this is the phase on which all of the other phases depend on it to
succeed. Without proper planning none of the other phases will stand a good chance of
achieving their goals. The reason for this is that the planning phase is used to plan the
outcomes of each of the other phases. Juring this stage the institution sets its vision, mission
as well as the goals that it wants to rea ' . The vision and mission can be long term, but the
goals can be either new or old goals that have been adapted to suit new circumstances within
the institution. This phase also includes planning by individuals with regard to how they need
to contribute towards the achievement of ory  izational goals. Employees therefore set their
own goals that are in line with the goals of the institution. The institution then makes sure
that the goals of the employees coincide with the goals of the institution. Standards can also

be set on the quantity and quality of the work to be done,

Performance appraisal: this is the phase whereby the observation or evaluation of the
performance takes place. During this phase the importance of the planning stage becomes
evident. If there are no goals, objectives and standards are set during the planning stage.
During this phase a method of appraisal is chosen that measures the actual outputs of the
employees against the set goals, objectives and standards. 1t is also important that the method
chosen should be simple and easy to understand by management. supervisors and employees.
As soon as the method is chosen. it is imperative that both management and employees
receive training on how the appraisal system works and how it will be applied. The training
is important to ensure that there are no negative feelings about the appraisal. People tend to
fear what they don’t understand. It is also only fair to give employees the opportunity to
prepare for an evaluation of any kind. They will only be able to do so if they fully understand

the process of evaluation or appraisal.

Performance feedba : there is a tendency in the institution to appraise employees and not to
take the process any further. This means that the performance management process has not
been completed. The results of an appraisal a meaningless if the process is not taken
furth  The first step in taking the process further is to give employees feedback on their

performance. Feedback ensures that the employees know what their shortcomings are and
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¢ how well it is doing:

e whether it is meeting its goals;

e whether the customers are satisfied;

o whether the progress are in statistical control; and

¢ ifand where improvements are necessary (Artley & Stroh, 2001: 3).

Performance measures also “provide the organization with the information necessary to make
intelligent decisions. A performance measure is composed of a number and a unit of measure.
The number gives a magnitude (how much) and the unit gives the number a meaning (what).

Performance measures are always tied to a goal or an objective™ (Sudarsanam, 2003: 560).

In most research on job performance. ratings by supervisors, peers, and subordinates as well as
self-ratings have been used to measure performance. This has been partly a matter of
convenience, given that other measures of work performance are unavailable, but ratings may be
the best, and most flexible. approach to job performance measurement. Performance can thus be
measured using the following measurements: Ratings, Performance Outcomes or Results and

Customer Satisfaction (Schmitt and Chan, 1998:73-74).

2.2.3.1 Ratings

Ratings are probably made on 5-7 point scales ranging from poor to excellent on several
dimensions considered important by management. The rating is the scoring that is used by
managers to evaluate their subordinates in a 5 or 7 point scales (Performance Management and

Development, 2005: 52).

South African local government uses 5 point rating scale to score overall performance. The

definitions for the different rating levels are shown in the table 2.1 below:
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Performance management will be meaningless if it is not measured. Different measuring tools
are used to measure performance and this depends on the needs of the organization.
Municipalities would not be in a position to know wheth it is performing good «+ bad if its
overall performance is not measured. he next section explores the constitutional requirements
that are also imperative regarding effective imple ntation of performance management system

in South African municipalities.

2.3 LEGISLATIONS REGARDING PERFOR! ANCE MANAC MENT FOR
SOUTH AFRICAN! UNIC PALITIES

Performance management system occurs within definite legislative and policy framework. All
legislations direct activities of performance managers in South African public service (Erasmus

et al, 2005: 35).

2.3.1 Constitution of the Republic of South Africa, 1996 (Act 108 of 1996)

e Constitution of the Republic of South Africa. Act 108 of 1996 constii es the immediate
source of ethical direction to public officials in general and public human resource in particular.
The Constitution is supreme law of the Republic. Any law or conduct that doesn’t abide with the
Constitution is invalid. To fulfill its primary ethical function effectively, the Constitution must be

accepted by all people of South Africa (Erasmus et al, 2005: 33).
Section 195 of the Constitution states that:

(1) Public administration must be governed by the democratic values and principles enshrined
in the Constitution, including the following principles:

(a) A high standard of professional ethics must be promoted and maintained.

(b) Efficient, effective and economical use of resources must be promoted.

(¢) Public administration must be development oriented.

{d) Service must be promoted impartially “irly, equitable and without bias.
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(e) People’s n 1 must be responded to and the public must be encouraged to participate in
policy making.

(f)  Public administration must be accountable.

(g) Transparency must be fostered by providing the public timely, accessible and accurate
information.

{h) Good Human resource management and career development practices. to maximize human
potential, must be cultivated.

(i)  Public administration must be broadly representative of the South African people, with
employment and personnel management practices based on ability, ob  tivity, fairness and

the need to redress the imbalances of the past to achieve broad representation.

Section 195 of the Constitution serves as reference point of guiding the conduct of all public
officials in every sphere of government. Section 195 further stipulates that there should be a
good human resource management meaning that government officials should manage
performance of employees and monitor it on a regular basis for the effective delivery of services
to the community. Section 195 also serves as a frame of reference to public managers on how to
administer and manage employees. Public ma zers should be responsible. accountable and

transparent regarding their actions and perform their duties with absolute ability.

2.3.2 The White Paper on Local Governm ¢, 1998

The White Paper on Local Government (1998} proposed the introduction of performance
management systems to local government as a tool to ensure developmental local government. It
states that an Integrated Development Plan, (IDP) budgeting and performance management are
powerful tools which can assist municipalities to develop an integrated perspective on
development in their area. It will enable them to focus on priorities within an increasingly
complex and diverse set of demands. It will enable them to direct resource allocations and

institutional systems to a new set of development objectives.

Involving communities in developing some municipal key performance indicators increases the

accountability of municipalities. Some communities may prioritize the amount of time it takes a
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2.3.4 Municipal Systems Act 32 of 2000 and White Paper on the Transformation of the
Public Service of 1995 (Batho Pele White Paper)

The Batho Pele White Paper values are operationalized through the Municipal Systems Act {Act
32 of 2000) which states that the objective of institutionalizing performance management at local
government level is to monitor, review and improve the implementation of the municipality’s
Integrated Development Plan (IDP). Section 35 of the Act states that, Integrated Development
Plan is the principal strategy planning instrument of the municipality that guides the manag nent
regarding its planning and development activities. Section 38 states that the performance
manage :nt system must monitor the performance of the political office | | s, councilors and

that of the administration as a whole (Municipal Systems Act 32, 2000).

Calitz and Siebrits (2000: 56) state that performance contracts for managers are one of the focus
areas in transforming the public service. In section 57 of the Municipal Systems Act (Act 32 of
2 ), it i1s stated that the Municipal Manager who is the head of administration and the chief
accounting ofticer, and managers who are directly reporting to him/her must have written
employment contracts. In case of Municipal Manager. the contract must be between Municipal
Manager and the Mayor, who represents the municipality, while for the rest of the managers who
reports to Municipal Manager. they sign contracts with Municipal Manager. The written contract
should include performance agreement with stated performance objectives and targets with

indicators that derived from the municipality’s Integrated Development Plan.

Furthermore. Municipal Manager’s contract must make provision for cancellation of the contract
for non- performance. The performance contract must also contain the values and principles as
stated in section 50 of the said Act. The contract must also uphold the management standards and
practices stated in section 51 of the Act. Lastly, the contract must reflect the values as stated in
the Code of Conduct contained in Schedule of this Act. Section 50 of the Act upholds section

195 of the Constitution of the Republic of South Africa.

In essence, section 195 of the Constitution is reiterated by the values of Batho Pele Principles as
stated in the Batho Pele White Paper. This forms the basis for the performance management
system. In  :tion 50 of the Municipal System Act (Act 32 of 2000), the emphasis is on

1

maintainir - a high sta of professional ethics, ensuring accountability by public
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administration managers and economical use of resources. Section 51 of this Act re-emphasizes
the development of culture of accountability and the aligning and organizing of administration in
a manner that it is responsive to the needs of the community. Section 51 of the Municipal
Systems Act also requires the administration to be performance orientated so as to uphold the
objectives of local government as stated in section 152 and 153 of the Constitution of the

Republic of South Africa.

2.3.5 Municipal Financial Management Act 2003 (Act 56 of 2003)

The Municipal Financial Management Act 56 of 2003 states that the municipality must
implement a service delivery and budget implementation plan. Chapter one of this Act states that
a detailed plan approved by the Mayor of a municipality in terms of section 53 (1) (c¢) (ii) for
implementing the municipality’s delivery of municipal services and its annual budget must

indicate service delivery targets and performance indicators for each quarter.

Performance management in public service is guided by legislative and policy frameworks.
These directives ensure consistency in the application of performance management by public
managers in general and municipalities in particular. Municipalities are using city scorecard to
monitor and regulate performance management in their areas of jurisdiction. The concept and

significance of city scorecard is explored in the next section.

~ 1MEANING AND NATURE OF CONCEPT CITY SCORECARD

According to Jackson and Schuler (2003:124), in order to ensure that the organization is on the
correct path of success, it needs to benchmark its performance against accepted best practices. In
terms of performance management. “a scorecard assists in benchmarking performance and as a
snapshot of performance it should contain criteria, acceptable as a valid measure of performance.
A city scorecard as part of management system enables the council to clarify its vision and

strategy by evaluating customer/community satisfaction. supplier’s performance, technology
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Figure 2.1: The organizational perspectives of city scorecard

L

Do our stakeholders receive

services that they want?

| Are our

good price?

receiving the services at a | VISION AND STRATEGY

stakeholders

What are the organizational
structures. processes and
operational activities required to

meet stakeholders” expectations?

What is the organization doing to continuously
improve, in order to meet stakeholders’

expectations?

Source: adopted from Employee Performance Management and Training. 2008:17.

26







Performance management encompasses the planning. monitoring, measurement and reporting of
performance at various levels. For this, municipalities need to adopt an integrated performance
management system, with a process starting with the municipalities® strategic planning phases
and moving all the way through the various levels of the contribution, from citywide.
organizational, departmental, to individual. With this approach. performance priorities for
municipalities as a whole are cascaded through the entire organization meeting its strategic

objectives (Employee Performance Management and Training. 2008: 55).

Performance management within municipalities therefore consists of three-tiered approach
within the municipalities” Integrated Development Plan informing the development of key areas
ot performance and targets across all three performance levels. The design of the system,
whereby the key performance areas and indicators of performance contained in the citywide
scorecard are cascaded into the organizational scorecard (municipal entity and departmental
scorecards) and then into individual scorecards ensuring that the appropriate alignment between
individual performance and organizational performance is secured (Basic Training on

Performance Management, 2007: 6).

Performance management therefore forms part of a strategic management approach within the
municipalities, aimed at ensuring that the organization is strategy-led and that key systems such
as planning. budgeting and performance management are integrated, This approach enables
municipalities to plan and budget efficiently, monitor and measure performance effectively, and

report on achievements in a transparent and convincing manner.

The three-tiered approach to performance management and its alignment with the Growth and
Development Strategy and Integrated Development Plan process is outlined in the figure 2.2

below:
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organizational, departmental and citywide levels, A city scorecard thus evaluates
customer/community satisfaction, supplier’s performance. innovative actions, and assessing

performance against these set actions for improved service delivery.

2.5 CONCLUSION

The concept performance management was discussed in this chapter to ensure that the City of
Johannesburg implements its strategic objectives by measuring, monitoring and holding
employees accountable for the implementation of actions in support of a strategy. An effective
performance management system ensures that every person. individually and collectively, is
contributing to the strategic intent of the organization. The significance of city scorecard was
also highlighted as South African municipalities use city scorecard as part of performance
management system that focus on four key areas namely financial, customer, internal business,
and learning and growth perspective. These are critical for strategic development and

implementation of municipalities.

The next chapter will give an overview of city scorecard as a tool of performance management at City of
Johannesburg. The effective performance management may have positive impact on service delivery. In
order to assass this statement, the following chapter will also investigate the effectiveness of service

delivery at City of Johannesburg.
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as the guidelines for housing delivery and how the Act interacts with other legislation. Housing
is a concurrent function with each sphere of government having a specific role in the delivery of

housing in the country (www.housing.gov.za).

Among others. the role of national government is to determine national policy including norms
and standards; set national housing delivery goals and facilitate provinces and local governments
set their own housing delivery goals; monitor performance of the housing sector against the set
goals; assist province to develop their administrative capacity and support municipalities develop
capacity for housing development. The role of provincial government is to determine provincial
policy with regard to housing in line with national policy; co-ordinate housing development in
the province. support the capacity of municipalities in respect of housing development; develop
and maintain a multi-year plan: and. assess and accredit municipalities applying to administer

national housing programmes (www.housing.gov.za).

The Gauteng Province has developed a multi-year strategy that addresses the coordination and
delivery of housing in the province. In consultation with the COJ, the Province is in the process
of developing municipal housing plans. A status guo report on housing in the Province has been
developed to assess the extent of the housing backlog to enable it to better plan for housing
delivery in partnership with the municipalities accredited to administer housing programmes.
The COJ is participating in the development of the municipal housing plan for its area of
jurisdiction. The role of every municipality must ensure that through its Integrated Development
Plan the right to have access to adequate housing is realized by carrying out the following
functions, among others: remove or prevent conditions not conducive to the health and safety of
its inhabitants; provide in an efficient manner services in respect of water, sanitation, electricity,
roads, storm water drainage and transport; set their own housing delivery goal; and identify land
for housing development. The COIJ is in compliance with the national Housing Code as these

functions are addressed in the Housing Strategy of the COJ (Social Service Package: 2004: 22).

3.10.7 Health legislation and strategic framework, 1999-2004

Until the recent development of definitions provided in the Health Bill (2003), responsibility for
Primary Health Care (PHC) was determined by the Health Act of 1977. Powers and functions
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were split between provincial and local spheres of government. Provinces were responsible for
curative health care such as the provision of medicines for diabetes and hypertension in clinics
while local government was made responsible for preventive and promoting health care such as
antenatal care and immunization. This resulted in fragmentation of health services since people
were forced to go to different clinics for different services. The term *Municipal Health Services’
was used in the constitution but was never defined. The Health Bil]l (2003) defines Municipal

Health as Environmental Health services only and places responsibility for PHC with provinces.

It stipulates that Municipal Health Services will include water quality monitoring, food control.
waste management, control of premises, communicable disease control, vector control,
environmental pollution control, disposal of the dead, chemical safety and noise control. It
excludes port health, malaria control and control of hazardous substances which will continue to
be provincial competence. The advantage of this move is that it places legal. policy and financial
responsibility for PHC services squarely with one sphere of government. The down side of this
move is that it contradicts the national vision of a decentralized and integrated district health
system. Responsibility for PHC remains split between spheres with environmental health
services falling under local government. It also locks administrations into bureaucratic processes
associated with setting up service level agreements to transfer service provider responsibility

from province to local government {Social Service Package: 2004: 5).

The ‘Health Sector Strategic Framework: 1999 —2004°, identifies ten national health priorities in
a ‘ten-point plan’. One of these priorities is developing primary health care and the district health
system. The Health Bill proposes that health districts may be established at provincial or local
levels. Either way the Strategic Framework identifies that the interaction between provincial and
local spheres of government will be a key challenge in developing integrated services. The lack
of integrated health services impacts negatively on the population as a whole, but on poor people
in particular. Improved integration in service will for example, decrease the number of visits
people need to make to different clinics because a comprehensive range of services will be
provided at one point. It should also improve the system of referral within the primary health

care to hospitals (Social Service Package: 2004: 5-7).

Chapter two of the Constitution of Republic of South Africa states that everyone has a right to

have access to housing, health care services, sufficient food and water as well as social security
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5.3.1.3Relationship between performance management system and city scorecard
It was noticed in the research that there is a relationship between performance management
system and city scorecard. The performance management is a system that should be introduced

by law and the city scorecard is a tool that monitors performance.

5.3.1.4Implementation of city scorecard
It was claimed in figure 4.7.5 that the implementation of city scorecard was very difficult as the
employees and labour movements were against it. The intervention of the training unit helped

both employees and labour movements to understand city scorecard.

5.3.2 FINDINGS RELATED TO MANAGERS AND EMPLOYEES

5.3.2.1 Training offered to employees regarding city scorecard

Findings from the empirical investigation indicate that there is a split decision of managers that
were sampled for the study. 71% of the respondents are of the opinion that training is offered
regularly while only 21% believe otherwise. On the positive note all respondents concurred with

the fact that training is necessary and it is very important.

5.3.2.2 Resources
Findings from empirical investigation (figure 4.11) indicate that the majority of respondents
(59%) believe that there are enough resources that facilitate the implementation of city scorecard,

while minority (41%}) of respondents believes differently.

5.3.3 FINDINGS RELATED TO OFFICIALS AND COMMUNITY

5.3.3.1 Quality service
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Figure 4.13 indicates that 34% of managers are satisfied with the quality of service that is
provided by employees of City of Johannesburg while only 10% of managers are not satisfied.
One expects that 100% of managers should be happy with the service that their employees render
to community of COJ. It shows that there are challenges regarding city scorecard that need

attention and improvement,

5.3.3.2 Necessity of City Scorecard
It is encouraging to see managers sampled agree on questions that were asked. One of the
questions that there was a mutual agreement was whether the city scorecard was necessary.

100% of the respondents were positive about the city scorecard as reflected in figure.

5.3.4 FINDINGS RELATED TO COMMUNITY

5.3.4.1 Performance management and service delivery

it was found that 61% of community members of Johannesburg rated performance of employees
as poor, 23% rated it as average, 13% rated as good, and only 3% rated the performance of
employees in terms of service delivery as very good (figure 4.15). It is clear that community
members are not satisfied with the service that they receive from COJ thus something drastic

need to be done.

5.3.4.2 Impact of city scorecard on service delivery

Figure 4.16 indicates that 43% of black population believes there is a positive impact of city
scorecard on service delivery while 57% are not satisfied. The Colored community also believes
the same way as their Black counterparts. The majority of White community (86%) indicated
that city scorecard does not have any impact on service delivery while only 14% are positive.
The last group was Indian community who all of them doesn’t see any impact of city scorecard
as reflected in figure 4.16. The COJ must educate its community regarding city scorecard and its

significance on rendering effective service delivery.
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QUESTIONAIRE

Title: The City Scorecard for effective Performance Management at the City of
Johannesburg (COIJ).

Respondent: Human Resource Manager

Introduction

The student who authored this questionnaire is pursuing a Masters degree in Public
Development and Management and will therefore appreciate your assistance in

completing the questionnaire as frankly as you possibly can.

Pleas give answers as comprehensive as possible.

1. Why do you think that the COJ needs a City Scorecard?

2. Does the COJ offer training to its employees regarding the City Scorecard?

| Yes [ No |

3. If yes how often is training being offered?

| Sometimes | Seldom | Often |

4. s the training relevant to their levels of job? | Yes [No |

5. What is the relationship between City Scorecard and Performance
Management System at COJ?

6. What is the impact of City’s Scorecard in enhancing Performance
Management of employees within the COJ?





































