
























































































































at some municipalities within the district. This also indicates that people who lived 

longer still needs other basic services. 

4.4 Service delivery profile of the Respondents 

The Dr Ruth S Mompati Integrated Development Plan (2008) states that the District 

Municipality has the lowest household income amongst the four districts in the North 

West Province. This ties up with the fact that the District has the highest rate of 

people living below minimum living conditions. Most of the households in the rural 

areas of the District are female headed and women and youth are the ones who are 

the most . by poverty. The low household income in the District has 

discouraged a number of businesses from setting up operations especially in the rural 

areas. Local Municipalities such as Kagisano and Molopo have no large shopping 

centres as a result of the low household income. 

According to the approved Integrated Development Plan (2009), provision of water to 

the communities up to RDP level of service was one of the targets set by Government 

since 1994. However, the trend of implementation and records thereof is not readily 

available from all providers and the current status of backlog in each municipal area 

differs from source to source. The Water Services Development Plan (WSDP) of the 

Dr Ruth S Mompati District Municipality was used as a guideline in conjunction with 

the Integrated Development Plans (lOP's) of the individual municipalities. 

An estimated 80% of all settlements within the Dr Ruth S Mompati municipal area of 

jurisdiction are rural villages and have rudimentary water supply networks consisting 

of boreholes as source supply, elevated tanks for storage and communal standpipes 

located within the village . 
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Figure 4.4. Understanding the meaning of an Integrated Development Plan 
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The legal status of the Integrated Development Plan is defined in the Municipal 

Systems Act which says that the Integrated Development Plan informs all planning 

and development, and all decisions with regard to planning and development, in the 

municipality; binds all persons (except in case of inconsistencies with national or 

provincial legislation) ; and requires that the municipal council give effect to it by 

conducting its affairs in a manner which is consistent with the lOP. 

Chapter 5 and Section 25(1) of the Municipal Systems Act (2000) states that each 

municipal council must, within a prescribed period after the start of its elected term , 

adopt a single , all inclusive and strategic plan for the development of the municipality 

which links integrates and coordinates plans and takes into account proposals for the 

development of the municipality ; aligns the resources and capacity of the municipality 

with the implementation of the plan ; complies with the provisions of this Chapter; and 

is compatible with national and provincial development plans and planning 

requirements binding on the municipality in terms of legislation. 
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Figure 4.5. Aware of any Service Delivery in your area which is/are identified in your 

integrated development plan . 
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The communities of Dr Ruth Segomotsi Mompati are aware of what is happening in 

their area especially when it comes to the issues of basic services. Community 

Development Workers are making communities aware about programs undertaken by 

government. Ward Meetings are also used to give report back to communities 

regarding developments that are taking place within municipal area . The steering 

committees are assisting communities with planning. 

Figure 4.6. Service Delivery in your area is going to last 
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Dr Ruth Segomotsi Mompati Integrated Development Plan (2009) ; indicates that 

progress has been made on targets for Formal houses, progress made on targets for 

the supply of Electricity for lighting , progress made on the supply of Water taps 
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outside the yards, there is a good rail and road network in Naledi, Mamusa, Lekwa­

Teemane. 

There is good Agriculture storage infrastructure in Naledi, Greater Taung, Mamusa, 

Lekwa Teemane, well established shopping centres in Naledi and Greater Taung, 

Hospitals in Kagisano, Greater Taung and Naledi, there are Clinics in all the Local 

Municipalities. New Libraries and Multi Purpose Community Centres in Rural Areas 

Sports facilities in all Local Municipalities. 

Table 4.5 The number of Batho Pele principles 

2 1 

4 7 

6 9 

8 149 

According to white paper bathe pele principles is directly applicable Jo those parts of 

the public sector, both national and provincial, which are regulated by the Public 

Service Act, 1994. The Batho Pele white paper seeks to introduce a fresh approach 

to service delivery: an approach which puts pressure on systems, procedures, 

attitudes and behaviour within the public service and reorients them in the customer's 

favour, an approach which puts the people first. This does not mean introducing more 

rules and centralised processes or micro-managing service delivery activities. 
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Figure 4.7 Have these ever been applied? 
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Ncholo (2000) as cited by Cameron (2009) states that the White Paper on 

Transforming Public Service Delivery (RSA, 1997) is commonly known as the Batho 

Pele initiative . Its aim was to make service delivery a priority in the public service. It 

called for an improvement in the way services are improved . It entailed a shift away 

from bureaucratic systems , processes towards a new way of working which was 

faster and more responsive and which put the needs of the public first. 

Figure 4.8 Batho Pele principles applied 
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It is poorly understood and has not been successfully implemented (PSC, 2004) . The 

Public Service Commission (2005) stated that Batho Pele needed to be embedded. 

There was concern about availability of information and redress on complaints . The 

Public Service Commission found that a number of departments have been 
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complying with the Batho Pele framework by ensuring that their services are made 

more accessible to clients. Access to services is uneven across departments as are 

internal measures put in place to set standards for access , to consult with 

stakeholders and to monitor and evaluate access. 

Figure 4.9 Term Service Delivery 

Ye.:.. 

0 20 4 0 60 so 100 120 140 

According to the audited results on Integrated Development Plan (2009) a total of 

78258 households in Dr Ruth Segomotsi District Municipality area (78.20% 

households) are formal houses or brick structure on a separate stand or yard. 

Informal households or traditional dwelling/hut/structure made of traditional material 

are estimated to be about 7406 (7.4% households) . 501 households (0 .5% 

households) in Dr Ruth Segomotsi District Municipality area flat in block of flats. 

About 401 households are of the type of Town/cluster/semi detached house (simplex: 

duplex: triplex) . 

An estimated 2302 households (2 , 3% households) is a house/flat/room in back yard. 

3003 households (3 .0% households) is an informal dwelling in backyard and 6705 

households (6.7% households) are informal dwellings not in the backyard . A total 601 

households (0.2% households) in the district constitutes rooms/ flat lets not in back 

yard but on a shared property . 200 households are in the form of caravans or tents . 

Figure 4.10 Municipalities are governed by unnecessary legislations 
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The municipalities are too regulated hence the authorities and administers are 

struggling to digest what is contained within municipal legislations . Municipalities re 

expected to be developmental now the challenge municipalities are faced with is that 

they are expected to implement each and every regulation within a specified time 

whereby some of them have to be implemented the same time hence the challenge of 

capacity. Except legislations there are also regulations that are issued from time to 

time to amend some of legislation whereby functions or operations are changed . 

Figure 4.11 Legislations that limit service delivery at municipalities 
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11 

Yes 

No 

155 

Chapter 2 of the Constitution Section 23 Labour relations , the workers' rights and 

labour practises also limit service delivery at municipal level. Indigent policies for 

people who are unable to pay services also limit service del ivery at municipal level. 

Qualifications frameworks have become popular in this context. National 
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qualifications frameworks are seen as a way of raising the status of vocational 

qualifications - by showing that they are at the same level on a framework as other 

qualifications and thus establishing that they should be seen as equal by society. This 

seems useful to governments which want to lure reluctant populations away from 

general education programmes and into more vocational ones -which , according to 

the governments' logic, will be more relevant, will produce useful skills and will 

therefore develop the economy (AIIais , 2006) . 

4.5 Measures of Association 

Weiman, Kruger and Mitchell (2009) states that once data have been collected , it has 

to make sense of it. In order to do this, codes must be organised so that it can be 

analysed . The level of measurement pertaining to the study should be determined. 

This is necessary in order to determine the statistics available for different types of 

data and to select an appropriate statistical test. 

4.5.1 Correlation analysis 

According to Weiman et at (2009) correlations are used to describe relationships 

between variables, correlations estimate the extent to which the changes in one 

variable are associated with changes in the other variable. Essentially a correlation 

coefficient is a number that summarises what we can observe from a scatter plot. A 

positive correlation reflects a direct relationship one which an increase in none 

variable corresponds to an increase in the other variable. Two variables that are 

indirectly or inversely related would produce a negative correlation indicating that an 

increase in one variable is associated with a decrease in the other. Although the 

program calculated all correlations only relevant ones were used and discussed. 

Table 4.6 correlation between race, age and years staying in the area 

Summary statistics: 

Variable 

Observa 

tions 

Obs. with 

missing data 

Obs. without 

missing data 
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108.0 33 . 

Race 5 0 5 7.00 0 20 42.29 

32. 

Age 5 0 5 4.00 71.00 20 25.15 

yrs 

staying 124.0 33 . 

here 5 0 5 0.00 0 20 51.36 

Correlation matrix (Pearson): 

Variables Race Age yrs staying here 

Race 1 0.88 -0.45 

Age 0.88 1 -0.34 

yrs 

staying 

here -0.45 -0.34 1 

Values in bold are different from 0 with a significance level alpha=O.OS 

p-values: 

Variables Race age yrs staying here 

Race 0 0.05 0.44 
.... 

Age 0.05 0 0.58 

yrs 

staying 

here 0.44 0.58 0 

Values in bold are different from 0 with a significance level alpha=O.OS 
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Coefficients of determination (R2 ): 

Variables Race age yrs staying here 

Race 1 0.78 0.20 

Age 0.78 1 0.12 

yrs 

staying 

here 0.20 0.12 1 

This table explains a lot of items that are important for the study. The first part of the 

table shows the mean, minimum and maximum frequency for race, age and period 

staying in the area. The minimum frequency for race is 7 while the maximum is 108. 

This shows that the sample is not equally representative, this is mainly due to the fact 

that the district is rural and most of the people who live in the area are African and 

other groups has a lesser percentage. 

The mean will be 33.2 and the standard deviation (SO) is more than 40 - quite large 

because of the tendency for the respondents to be mainly represented in one group. 

The minimum frequency for age is 4 while the maximum is 71. This shows that the 

sample is more representative in terms of age 

According to Weiman et a/. (2009) the mean is the arithmetical average of a set of 

scores. The standard deviation is a measure of the spread of scores about the mean. 

The larger the spread, the further the scores the spread from the mean. 

Approximately 68% of scores that are normally distributed fall between one standard 

deviation to both sides of mean . 

The mean will be 32.2 and the standard deviation (SO) is 25 - not so large. The 

minimum frequency for years staying here is 0 while the maximum is 124. This shows 

that the sample is not equally representative .. 

The mean will be 33.2 and the standard deviation (SO) is more than 50 - very large 

because of the tendency for the respondents to be mainly represented in one group. 
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Also explain what the theory would be stating for this . Also, this needs to be about 2 

pages including the table . 

Dr Ruth Segomotsi Mompati Integrated Development Plan (2006) indicates a very 

small component of the population of the Dr Ruth Segomotsi Mompati District 

Municipality is urbanised [92 454 people or 20.80% of the total population]. 

Most of the households in the rural areas of the District are female headed and 

women and youth are the ones who are the most hard-hit by poverty. The low 

household income in the District has discouraged a number of businesses from 

setting up operations especially in the rural areas. Local Municipalities such as 

Kagisano and Molopo have no large shopping centres as a result of the low 

household income. 

Integrated Development Plan (2009) has a total of 78258 households in Dr Ruth 

Segomotsi District Municipality area (78.20% households) are formal houses or brick 

structure on a separate stand or yard . Informal households or traditional 

dwelling/hut/structure made of traditional mate.rial are estimated to be about 7406 

(7.4% households). 501 households (0.5% households) in Dr Ruth Segomotsi District 

Municipality area flat in block of flats . About 401 households are of the type of 

Town/cluster/semiOdetached house (simplex: duplex: triplex) . 

An estimated 2302 households (2 , 3% households) is a house/flat/room in back yard . 

3003 households (3.0% households) is an informal dwelling in backyard and 6705 

households (6.7% households) are informal dwellings not in the backyard . A total 601 

households (0.2% households) in the district constitutes rooms/ flatlets not in back 

yard but on a shared property. 200 households are in the form of caravans or tents. 

The correlation between race and age is 0.88 showing the African people tend to be 

younger than the other races. The chances that you will pick a younger African 

person are high. The correlation between years staying here and race is negative. 

According to Integrated Development Plan (2006) A large portion of the population 

[an estimated 162 173 people or 36.88% of the total population] of the Dr Ruth 

Segomotsi Mompati District Municipal Area is in the school-going age group [0 to 14 

years of age]; 
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A large portion of the population [an estimated 252 905 people or 57.52% of the total 

population] of the Dr Ruth Segomotsi Mompati District Municipal Area is in the 

economically-active age group [15 to 64 years of age] ; and a small portion of the 

population [an estimated 24597 people or 5.59% of the total population of the Dr Ruth 

Segomotsi Mompati district Municipal Area is in retired age group [65 years. of age 

and older]. 

The population of the Dr Ruth Segomotsi Mompati District Municipal Area increased 

from 425 318 people in 1996 to 439 674 people in 2001 . The estimated average 

population growth rate for the Dr Ruth Segomotsi Mompati District Municipal Area 

was 0.97% for the year 1996 to 2001 , the lowest in the North West Province. 

Table 4.7 Correlation between qualifications and Bathe Pele 

Summary statistics: 

Observation Mea Std. 

Variable s 

Obs. with 

missing data 

Obs. without 

missing data Min Max n deviation 

17. 76.0 41. 

Qualifications 4 0 4 00 0 50 

Batho pele 4 0 

Correlation matrix 

(Spearman): 

Qualificati 

Variables ens Bathe pele 

Qualifications 1 -0.40 

Bathe pele -0.40 1 

Values in bold are different from 0 with a significance level 

alpha=O.OS 
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4 0 00 50 

29.01 
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p-values: 

Qualification 

Variables s Batho pele 

Qualifications 0 0.75 

Batho pele 0.75 0 

Values in bold are different from 0 with a significance level 

alpha=0.05 

Coefficients of determination 

(Spearman): 

Qualificati 

Variables ons Batho pele 

Qualifications 1 0.16 

Batho pele 0.16 1 

According to Dr Ruth S Mompati Integrated Development Plan (2006) a large portion 

of the population [78 094 people or 17.76% of the total population of the Dr Ruth 

Segomotsi Mompati District Municipal Area] has no schooling; a large portion of the 

population [65 325 people or 14.86% of the total population of the Dr Ruth Segomotsi 

Mompati District Municipal Area] has primary education; a small portion of the 

population [24 754 people or 10.98% of the total population of the Dr Ruth Segomotsi 

Mompati District Municipal Area] has secondary education . 

A small portion of the population [47 921 people or 21 .26% of the total population of 

the Dr Ruth Segomotsi Mompati District Municipal Area] has Grade 12; and a very 

small portion of the population [9 272 people or 4.12% of the total population of the Dr 

Ruth Segomotsi Mompati District Municipal Area] has tertiary education. Allais (2007) 

states that managerial reform in the public sector is the disaggregation of government 
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agencies into smaller units that are constituted as central cost centres and expected 

to compete with one another or with private institutions contracted by the state in 

similar arrangements. Key to this approach is the. notion of performance statements 

and measurement of performance in order to ensure customer satisfaction. 

Spreen (200 1) as cited by Alia is (2006) states that internationally, there has been 

increasing government focus on education policy reforms . As governments are 

increasingly unwilling to intervene in the economy, education is presented as the 

solution to unemployment. But if education is to be the solution to economic 

problems, it is thought that education must be relevant to the needs of the economy, 

not driven by what are perceived as the concerns and interests of the academy. An 

emphasis on education for 'human capital' and 'human resource development' has 

come to drive educational discourse. The dominant market-oriented orthodoxy has 

given rise to 'new perspectives on the purposes of education and definitions of what 

education is. 

Qualifications frameworks have become popular in this context. National 

qualifications frameworks are seen as a way of raising the status of vocational 

qualifications by showing that they are at the same level on a framework as other 

qualifications and thus establishing that they should be seen as equal by society. This 

seems useful to governments which want to lure reluctant populations away from 

general education programmes and into more vocational ones -which, according to 

the governments' logic, will be more relevant, will produce useful skills and will 

therefore develop the economy (AIIais, 2006). 

Table 4.8 Correlation between service deliveries; understand service delivery and 

limitation of service delivery by municipalities 

Summary statistics: 

Variable 

Service del 

lasts 

Obs 

3 

Obs. with 

missing data 

0 

Obs. without 

missing data 

69 

Mi Me Std. 

n Max an deviation 

0. 128. 55. 

3 00 00 33 65.74 



Understand 

legislation 

limit 

3 

3 

Correlation matrix 

(Pearson): 

Service del 

Variables lasts 

Service del 

lasts 1 

understan 

d 1.00 

legislation 

limit -0.17 

0. 124. 55. 

0 3 00 00 33 

0. 155. 55 . 

0 3 00 00 33 

understand legislation limit 

1.00 -0 .17 

1 -0 .12 

-0.12 1 

Values in bald are different from 0 with a significance level 

alpha=O.OS 

p-values: 

Service del 

Variables lasts understand legislation limit 

Service del 

lasts 0 0.03 0.89 

understan 

d 0.03 0 0.92 

legislation 0.89 0 .92 0 

70 

63.07 

86.49 



limit 

Values in bold are different from 0 with a significance level 

alpha=O.OS 

Coefficients of 

determination (R2
): 

Service del 

Variables lasts understand legislation limit 

Service del 

lasts 1 1.00 0.03 

understan 

d 1.00 1 0 .01 

legislation 

limit 0.03 0 .01 1 

Dehn eta/ (2003) states that even when governments spend on the right goods or the 

right people , the money may fail to reach the frontline service provider. A study of 

Uganda in the mid-1990s, using a Public Expenditure Tracking Survey (PETS) and 

Quantitative Service Delivery Survey (QSDS) the topic of this chapter showed that 

only 13 percent of nonwage recurrent expenditures for primary education actually 

reached the primary school. The considerable variation in grants received across 

schools was determined more by the political economy than by efficiency and equity 

considerations. Larger schools and schools with wealthier parents received a larger 

share of the intended funds (per student) , while schools with a higher share of 

unqualified teachers received less. Third , even when the money reaches the primary 

school or health clinic, the incentives to provide the service may be weak. Service 

providers in the public sector may be poorly paid, hardly ever monitored, and given 
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few incentives from the central government bureaucracy, which is mostly concerned 

with inputs rather than outputs . 

Bardill (2000) as cited by Cameron (2009) states that the Presidential Review 

Commission of Inquiry on Transformation on Reform in the Public Service was set up 

to evaluate the public service. It made a number of wide-ranging recommendations, 

some of which was implemented by the new government of South Africa in 2008). It 

had international advisors which were steeped in New Public Management Reform. 

The former Minister of Public Service and Administration Zola Skweyiya criticised the 

Commission 's report because it drew too heavily on the British and Commonwealth 

experience 

The role of Public Sector Reform in the Commonwealth Secretariat more generally 

was also influential. Gasper (2002) and Kaul (1996) cited by Cameron (2009) state 

that the new public management reform was promoted in lower-income countries 

including Africa by the Commonwealth Secretariat and further points out that 

management Consultancy groups were influential in spreading New Public 

Management Reform in Africa . While the government never lost sight of its 

constitutional and development role, it is generally accepted that New Public 

Management reforms were influential in South Africa . Miller (2005) states that much 

of the reforms in South Africa are paralleled those which were implemented in other 

countries, in particular Britain and the USA. 

Levin (2004) as cited by Cameron (2009) states that the Director-General of 

Department of Public Service and Administration , argues that public sector reform in 

South Africa has been shaped by the tenets of New Public Management Reform , 

including a strong focus on decentralised management of human resources and 

finance . The ex- Minister of Department of Public Service Administration, Geraldine 

Fraser-Moleketi, had a more nuanced view. She stated in the interview that the 

reforms were not influenced by New Public Management Reform ideology. 

The Public Service Commission (2006) found that there is partial compliance with the 

Batho Pele principle of redress. Most departments have some form of complaints 

handling procedure yet a great deal more needs to be done in terms of formalising , 
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monitoring and reviewing these procedures. The Public Service Commission (2007) 

stated that there was recurring concern in all of its Citizen Satisfaction surveys of 

inadequate redress measures for complaints . 

The Public Service Commission (2006) conducted a Citizen Satisfaction Survey for 

services provided by three departments. The results were mixed with good 

satisfaction scores for some services, but less so for other services. Evidence 

suggests that there has been some improvement service delivery over the past few 

years. For example , more than 80% of departments now have Service Delivery 

improvement plans and a number of senior managers have had exposure to the 

coalface and there has been the mainstreaming of Batho Pele (DPSA, 2007). 

Table 4.9 Correlation between applying Batho Pele and how many of the 

principles do you know 

Summary statistics: 

Observatio Obs. with missing Obs. without missing 

Va riable 

Applied 

how 

many 

ns data 

3 0 

3 0 

Correlation matrix (Pearson) : 

Variable 

s applied how many 

Applied 1 1.00 

how 

many 1.00 1 

data Min Max Mean 

0.0 125.0 55 .3 

3 0 0 3 

0.0 128.0 55 .3 

3 0 0 3 

73 

Std. 

deviation 

63 .72 

65 .74 



Values in bold are different from 0 with a significance level alpha=O.OS 

p-

values: 

Variable 

s applied how many 

Applied 0 0.02 

how 

many 0.02 0 

Values in bold are different from 0 with a significance level alpha=O.OS 

Coefficients of determination (R2
): 

Variable 

s applied how many 

Applied 1 1.00 

how 

many 1.00 1 

Batho Pele, a Sesotho word , which means People First , is an initiative that was 

launched in 1997 to transform the Public Service at all levels. Batho Pele was 

launched because democratic South Africa inherited a Public Service that was not 

people-friendly and lacked the skills and attitudes to meet the developmental 

challenges facing the country. In the struggle to transform the Public Service, the old 

culture has to be changed to ensure that our people are served properly, that all staff 

work to their full capacity and treat state resources with respect. Department of Public 

Service and Administration (2006) 
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Table 4.10 Correlation between qualifications, Batho Pele and employed 

respondents 

Summary statistics: 

Observation Obs. with Obs. without Minim Maxim Mea Std. 

Variable s missing data missing data urn urn n deviation 

Qualificati 41. 

ons 4 0 4 17.00 76.00 50 29.01 

Batho 149.0 41. 

Pele 4 0 4 1.00 0 50 71.75 

41. 

Employed 4 0 4 0.00 84.00 so 35.90 

Correlation matrix (Pearson): 

Qualificati 

Variables ons Bathe Pele employed 

Qualificati 

ons 1 -0.56 0.27 

Batho 

Pele -0 .56 1 -0.80 

Employed 0.27 -0.80 1 

Values in bold are different from 0 with a significance level a/pha=O.OS 

p-values: 

Qualificati 

Variables ons Bathe pele employed 

Qualificati 0 0.44 0.73 
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ons 

Bathe 

pele 

Employed 

0.44 

0.73 

0 

0.20 

0.20 

0 

Values in bold ore different from 0 with a significance level alpha=O. 05 

Coefficients of determination (R2
): 

Qualificati 

Variables ons Batho pele employed 

Qualificati 

ons 1 0.31 0.07 

Bathe 

pele 0.31 1 0.64 

Employed 0.07 0.64 1 

Table 4.11 Correlation between understand service delivery, legislation limiting 

service delivery by municipalities and limited service delivery 

Summary 

statistics: 

Variable 

Understan 

d 

Legislatio 

n 

Observatio 

ns 

3 

3 

Obs. with missing Obs. without 

data missing data 

0 3 

0 3 

76 

Minimu Maxim Mea Std. 

m urn n deviation 

55.3 

0.00 124.00 3 63.07 

55 .3 

0.00 132.00 3 68.54 



Limit 3 0 

Correlation matrix (Kendall): 

Variable understa 

s nd legislation 

Understan 

d 1 1.00 

legislation 1.00 1 

Limit 0.33 0.33 

limit 

3 

0.33 

0.33 

1 

0.00 155.00 

Values in bold are different from 0 with a significance level alpha=0.05 

p-

values: 

Variable understa 

s nd legislation limit 

Understan 

d 0 0.30 1.00 

legislation 0.30 0 1.00 

Limit 1.00 1 .00 0 

Values in bold are diffe rent from 0 with a significance level alpha=0.05 

Coefficients of determination (Kendall): 

Variable 

s 

Understand 

understa 

nd 

1 

legislation 

1.00 

limit 

0.11 

77 

55.3 

3 86.49 



legislation 

Limit 

1.00 

0.11 

1 0.11 

0 .11 1 

A perception survey was undertaken on the impact of the public service strike of June 

2007. This qualitative analysis revealed a level of frustration. Approximately 56% of 

workers were committed to their job, compared to the global norm of 60%, while only 

40% are committed to the public service as an employer compared to the global norm 

of 53%. This was a matter of concern. While remuneration was an issue, the survey 

suggested that Management's incompetence, bias and poor communication were 

seen as prevalent disincentives. These findings suggest that there is perhaps not 

commitment to service delivery goals.(Dr Ruth S Mompati District Municipality 

lntergrated Development Plan 2009) 

4.5.2 T -test analysis 

While the coefficient of covariance has no upper and lower limits, the coefficient of 

correlation can vary from positive one (indicating a perfect positive relationship), 

through zero (indicating the absence of a relationship), to negative one (indicating a 

perfect negative relationship) . As a rule of thumb, correlation coefficients between 

0.00 and 0.30 are considered weak, those between 0.30 and 0.70 are moderate and 

coefficients between 0.70 and 1.00 are considered high . However, this rule should be 

always qualified by the circumstances. 

The primary meaning of the coefficient of correlation lies in the amount of variation in 

one variable that is accounted for by the variable it is correlated with . To obtain this 

information, square the coefficient of correlation . The squared correlation coefficient is 

called the coefficient of determination. The magnitude of the coefficient of 

determination indicates the proportion of variance in one variable, explained from 

knowledge of the second variable. Multiplied by 100, this proportion of variance 

indicates the percentage of variance that is known, accounted for, determined. 
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The coefficient of determination is the primary information measure within the 

general linear model. Correlation coefficients of 0.30 account for about 10 percent of 

the variance. Correlation of 0. 70 explains about 50 percent of variance. 

T-test is used to test the hypothesis that people who live in cities have higher 

expectations of having their homes burgled than people who live in the countryside. 

Data is collected from two samples of people - one from cities and one rural 

locations, who are asked to state the likelihood (as a percentage, where 0% means 

they are absolutely certain it won 't happen and 100% means they are absolutely 

certain it will happen) of their homes being burgled in the next year. This data is used 

in the t-test. 

Table 4.12 T-test between gender, citizenship and awareness of service delivery 

Summary statistics: 

Std. 

Observati Obs. with Obs. without Minimu Maximu deviatio 

Variable ons missing data missing data m m Mean n 

Gender 3 0 3 8 .00 86.00 55.33 41 .59 

citizenship 3 0 3 0 .00 162.00 55.33 92.40 

Aware 3 0 3 0 .00 130.00 55.33 67 .12 

One-sample t-test I Two-tailed test (gender): 

95% confidence interval on the mean: 

] -47 .97 J 158.64 [ 

Difference 55.33 

t (Observed 

value) 2 .30 

t (Critical value) 4 .30 
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DF 2 

p-value (Two-

tailed) 0.15 

Alpha 0.05 

Test interpretation: 

H0 : The difference between the means is equal to 0. 

Ha: The difference between the means is different from 0. 

As the computed p-value is greater than the significance level alpha=0.05, one should accept 

the null hypothesis H0. 

The risk to reject the null hypothesis HO while it is true is 14.77%. 

The research has to accept the t-test H0since all the results are for the p-value below 1. 

As you can see in this instance the mean is not different and it means that there is little 

difference between the different responses. The standard interpretation of the above is 

that, on the hypothesis that the gender, citizenship and awareness of service delivery 

were sampled from a population in which the mean length 55.3 (and the distribution is 

sufficiently close to Normal for the t-test to be adequately applicable), then the value oft 

differs from 0 by an amount which has probability less than 0.05 of being attained if that 

hypothesis were true. Therefore the result is evidence of some strength that the null 

hypothesis is true , and the mean is not different from 55.3. 

One-sample t-test I Two-tailed test {citizenship}: 

95% confidence interval on the mean: 

] -174.20 I 284.86 [ 

Difference 55.33 

t (Observed 1.04 

80 



value) 

t (Critical value) 4.30 

DF 2 

p-value (Two-

tailed) 0.41 

Alpha 0.05 

Test interpretation: 

H0: The difference between the means is equal to 0. 

Ha: The difference between the means is different from 0. 

As the computed p-value is greater than the significance level alpha=O.OS, one should accept 

the null hypothesis H0. 

The risk to reject the null hypothesis H0 while it is true is 40.86%. 

The research has to accept the t-test H0since all the results are for the p­

value below 1. As you can see in this instance the mean is not different and it 

means that there is little difference between the different responses. 

The standard interpretation of the above is that , on the hypothesis that the 

gender, citizenship and awareness of service delivery were sampled from a 

population in which the mean length 55.3 (and the distribution is sufficiently 

close to Normal for the t-test to be adequately applicable) , then the value oft 

differs from 0 by an amount which has probability less than 0.05 of being 

attained if that hypothesis were true. Therefore the result is evidence of 

some strength that the null hypothesis is true , and the mean is not different 

from 55.3. 

One-sample t-test I Two-tailed test (aware): 
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95% confidence interval on the mean: 

] -111.41, 222.07 [ 

Difference 55.33 

t {Observed 

value) 1.43 

t {Critical value) 4.30 

DF 2 

p-value {Two-

tailed) 0.29 

Alpha 0.05 

Test interpretation: 

H0: The difference between the means is equal to 0. 

Ha: The difference between the means is different from 0. 

As the computed p-value is greater than the significance level alpha=0.05, one should accept 

the null hypothesis H0 . 

The risk to reject the null hypothesis H0 while it is true is 28.95%. 

The research has to accept the t-test H0since all the results are for the p-value below 1. 

As you can see in this instance the mean is not different and it means that there is little 

difference between the different responses. The standard interpretation of the above is 

that, on the hypothesis that the gender, citizenship and awareness of service delivery 

were sampled from a population in which the mean length 55.3 (and the distribution is 

sufficiently close to Normal for the t-test to be adequately applicable), then the value oft 

differs from 0 by an amount which has probability less than 0.05 of being attained if that 

hypothesis were true. Therefore the result is evidence of some strength that the null 

hypothesis is true , and the mean is not different from 55.3. 
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Table 4.13 T -test between gender, citizenship and awareness of service delivery 

Summary statistics: 

Obs. with Obs. without 

Variable Observations missing data missing data 

Qualifications 4 0 

Batho pele 4 0 

One-sample t-test I Two-tailed test (Qualifications): 

95% confidence interval on the mean: 

1 -4.66 1 87 .66 [ 

Difference 

t {Observed 

value) 

t (Critical 

value) 

OF 

p-value {Two­

t ailed) 

Alpha 

Test interpretation: 

41.50 

2.86 

3.18 

3 

0.06 

0.05 

H0: The difference between the means is equal to 0. 

Ha: The difference between the means is different from 0. 

4 

4 

The risk to reject the null hypothesis HO while it is true is 6.45%. 
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Minimum Maximum 

17.00 76.00 

1.00 149.00 

Mean Sd 

41.50 29.0 

41.50 71.7 



The research has to accept the t-test H0since all the results are for the p-value 

below 1. As you can see in this instance the mean is not different and it means 

that there is little difference between the different responses . The standard 

interpretation of the above is that, on the hypothesis that the gender, citizenship 

and awareness of service delivery were sampled from a population in which the 

mean length 41.50 (and the distribution is sufficiently close to Normal for the· t­

test to be adequately applicable), then the value oft differs from 0 by an amount 

which has probability less than 0.05 of being attained if that hypothesis were 

true. Therefore the result is evidence of some strength that the null hypothesis is 

true, and the mean is not different from 41.50 

4.5.2 T -test analysis 

Weiman et a/ (2009) states that the t-test and analysis variance enable us to 

determine whether two groups have equivalent or different mean scores. Descriptive 

research involves comparing the mean of one group with the mean of another. In 

such research t-test (for two groups) and analysis of variance (for more than two 

groups) are appropriate statistics to use. 

A t-test determines whether an observed difference in the means of two groups 

insufficiently large to be attributed to a change in change in chance. The principle 

underlying t test and analysis of variance is the assumption that both groups 

represent samples from a normal distribution. 

Summary statistics: 

Observat 

Variable ions 

Race 5 

Obs. with 

missing data 

0 

Obs. without 

missing data 
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Mi Mea Std. 

n Max n deviation 

7.0 108. 33. 

5 0 00 20 42.29 



Age 

yrs staying 

here 

Friedman's test: 

Q (Observed 

value) 

Q (Critical 

value) 

DF 

p-value (Two-

tailed) 

Alpha 

Test interpretation : 

5 0 

5 0 

0.40 

5.99 

2 

0.82 

0.05 

H0: The samples come from the same population . 

Ha: The samples do not come from the same population. 

4.0 71.0 32. 

5 0 0 20 25.15 

0.0 124. 33 . 

5 0 00 20 51.36 

As the computed p-value is greater than the signif icance level alpha=O.OS, one should accept 

the null hypothesis HO. 

The risk to reject the null hypothesis H0 while it is true is 81.87%. 

It shows that there is no difference between race age and that the samples are from 

the same group. This proves that your sample was picked randomly. The whole point 

of using a matched test is to control for experimental variability between subjects, 

thus increasing the power of the test. Some factors you don't control in the 
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experiment will increase (or decrease) all the measurements in a subject. Since the 

Friedman test ranks the values in each row, it is not affected by sources of variability 

that equally affect all values in a row (since that factor won't change the ranks within 

the row). 

The P value is small (0 .82) and one can reject the idea that all of the differences 

between columns are coincidences of random sampling, and conclude instead that at 

least one of the treatments (columns) differs from the rest. 

4.6 Conclusion 

In this chapter, the detailed results of the research using statistical methods have 

been provided . Tables, graphs and stats have been used to present the results of the 

survey. Further, the data analysis has also been presented in this chapter has been 

the evidence in respect of service delivery. The election of President Mbeki in 1999 

heralded a greater emphasis on service delivery. There has been the creation of Multi 

purpose Community Centres. Multi Purpose Centres are intended to deliver services 

of all spheres of government from a single location . They are aimed at providing 

access to a basket of services and government information. 

However many centres are without centre managers. Some of the staff members 

providing services at the Thusong Centres lack motivation, as staff shortages are 

common (DPSA, 2007) .The Public Service Commission has conducted a number of 

studies on service delivery surveys of selected departments which have shown 

reasonably high level citizen satisfaction with service delivery. They have also 

consistently raised this issue in their annual reports. 

They have also noted that Government is struggling to implement Batho Pele. It is 

poorly understood and has not been successfully implemented (Public Service 

Commission , 2004). The Public Service Commission (2005) stated that Batho Pele 

needed to be embedded. There was concern about availability of information and 

redress on complaints. The Public Service Commission found that a number of 

departments have been complying with the Batho Pele framework by ensuring that 

their services are made more accessible to clients. Access to services is uneven 
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across departments as are internal measures put in place to set standards for access, 

to consult with stakeholders and to monitor and evaluate access to these centres. 

The next chapter presents the recommendations and conclusion categorised in their 

relevance to stakeholders. The purpose is to make sure that the stakeholders 

understands the recommendations in order to add value to existing literature and also 

identify gap areas where new or further research can still be conducted. 
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CHAPTER 5 

CONCLUSION AND RECOMMENDATION 

5.1 Introduction 

It has been outlined in the previous chapters that services are fairly rendered and 

there is accountability in the District Municipality. This clearly indicates that 

communities are consulted and services rendered are sustainable. The investigation 

was based on accountability and service delivery and the extent into which 

communities are consulted , when it comes to services to be rendered . 

This chapter consolidates the findings of the research, derived through analysis and 

interpretation of statistical data, discussed in the previous section. The research 

questions pertaining to the impact of accountability towards service delivery in the 

District, the key legislative platforms/frameworks aimed at addressing the good 

governance. 

This chapter comprises of the summary of the study, addresses the findings per 

research question, provides managerial guidelines for Good governance and and 

highlights future research opportunity in the field of study. Conclusion of the study will 

be drawn and recommendations will also be outlined. 

5.2 Summary of the Study 

The aim of the research was to investigate how accountability is impacting on service 

delivery and whether the services are sustainable and all community members are 

satisfied with what has been rendered in the Dr Ruth Segomotsi Mompati District 

Municipality. Service delivery was analysed and the researcher focused on 

accountability, service delivery and Integrated Developmental Plan of the district and 

its implementation . 

The study revealed that most of the community members understand the processes 

of service delivery as to where should it start and end. They also understand the 

legislations/frameworks that are governing municipalities and mandates to be 

undertaken. 
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5.3 Response to the -Research Questions 

The main findings of this research in relation to each research question will now be 

discussed . Each question is followed by a discussion of the findings relating to that 

question. 

To what extent has service been delivered in terms of lntergrated Development 

Planning in Dr Ruth Segomotsi Mompati District Municipality? 

The communities of Dr Ruth Segomotsi Mompati are aware of what is happening in 

their area especially when it comes to the issues of basic services. Community 

Development Workers are making communities aware about programs undertaken by 

government. Ward Meetings are also used to give report back to communities 

regarding developments that are taking place within municipal area. The steering 

committees are assisting communities with planning. 

According to the approved Integrated Development Plan (2009) , provision of water to 

the communities up to RDP level of service was one of the targets set by Government 

since 1994. However, the trend of implementation and records thereof is not readily 

available from all providers and the current status of backlog in each municipal area 

differs from source to source. The Water Services Development Plan (WSDP) of the 

Dr Ruth S Mompati District Municipality was used as a guideline in conjunction with 

the Integrated Development Plans (lOP's) of the individual municipalities Dr Ruth 

Segomotsi Mompati economic growth & development strategy review (2009) ; 

indicates that progress has been made on targets for Formal houses, progress made 

on targets for the supply of Electricity for lighting, progress made on the supply of 

Water taps outside the yards, there is a good rail and road network in Naledi , 

Mamusa, Lekwa-Teemane. 

There is good Agriculture storage infrastructure in Naledi , Greater Taung, Mamusa, 

Lekwa Teemane, well established shopping centres in Naledi and Greater Taung, 

Hospitals in Kagisano, Greater Taung and Naledi, there are Clinics in all the Local 

Municipalities. New Libraries and Multi Purpose Community Centres in Rural Areas 

Sports facilities in all Local Municipalities. 
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According to the audited .results on Integrated Development Plan (2009) a total of 

78258 households in Dr Ruth Segomotsi District Municipality area (78.20% 

households) are formal houses or brick structure on a separate stand or yard . 

Informal households or traditional dwelling/hut/structure made of traditional material 

are estimated to be about 7406 (7.4% households) . 501 householqs (0.5% 

households) in Dr Ruth Segomotsi District Municipality area flat in block of flats . 

About 401 households are of the type of Town/cluster/semi-detached house (simplex: 

duplex: triplex). 

An estimated 2302 households (2, 3% households) is a house/flat/room in back yard. 

3003 households (3.0% households) is an informal dwelling in backyard and 6705 

households (6 .7% households) are informal dwellings not in the backyard. A total 601 

households (0.2% households) in the district constitutes rooms/ flat lets not in back 

yard but on a shared property . 200 households are in the form of caravans or tents. 

The research has to accept the t-test H0since all the results are for the p-value in 

chapter 4. As you can see in this instance the mean is not different and it means that 

there is little difference between the different responses. The standard interpretation 

of the above is that, on the hypothesis that the gender, citizenship and awareness of 

service delivery were sampled from a population in which the mean length 55.3 (and 

the distribution is sufficiently close to Normal for the t-test to be adequately 

applicable) , then the value oft differs from 0 by an amount which has probability less 

than 0.05 of being attained if that hypothesis were true. Therefore the result is 

evidence of some strength that the null hypothesis is true , and the mean is not 

different from 55.3. 

To what extent had the Batho Pele principles been applied in Dr Ruth 

Segomotsi Mompati District Municipality? 

According to Public Service Commission (2006) Batho Pele, a Sesotho word, which 

means People First, is an initiative that was launched in 1997 to transform the Public 

Service at all levels. Batho Pele was launched because democratic South Africa 

inherited a Public Service that was not people-friendly and lacked the skills and 

attitudes to meet the developmental challenges facing the country . In the struggle to 
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transform the Public Service, the old culture has to be changed to ensure that our 

people are served properly, that all staff work to their full capacity and treat state 

resources with respect. 

The Public Service Commission (2006) found that there is partial compliance with the 

Batho Pele principle of redress. Most departments have some form of ·complaints 

handling procedure yet a great deal more needs to be done in terms of formalising, 

monitoring and reviewing these procedures. The Public Service Commission (2007) 

stated that there was recurring concern in all of its Citizen Satisfaction surveys of 

inadequate redress measures for complaints. 

The Public Service Commission (2006) conducted a Citizen Satisfaction Survey for 

services provided by three departments. The results were mixed with good 

satisfaction scores for some services, but less so for other services. Evidence 

suggests that there has been some improvement service delivery over the past few 

years. For example, more than 80% of departments now have Service Delivery 

improvement plans and a number of senior managers have had exposure to the 

coalface and there has been the mainstreaming of Batho Pele (DPSA, 2007) . 

It is poorly understood and has not been successfully implemented (Public Service 

Commission (2004) . The Public Service Commission (2005) stated that Batho Pele 

needed to be embedded. There was concern about availability of information and 

redress on complaints. The Public Service Commission found that a number of 

departments have been complying with the Batho Pele framework by ensuring that 

their services are made more accessible to clients . Access to services is uneven 

across departments as are internal measures put in place to set standards for access, 

to consult with stakeholders and to monitor and evaluate access. 

The role of street level bureaucrats who are at the coalface in delivering policies is 

perhaps important in this regard. Studies have shown that street-level bureaucrats 

with wide discretion actually determine a great deal of actual public policy. They have 

their own goals which may be in conflict with organisation goals (Lipsky, 1980). This 

issue of lower-level bureaucrats with a lack of commitment to government goals came 
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up consistently in the interviews. One interviewee said that street level bureaucrats 

'were the soft underbelly of the state'. 

Secondly, there is a problem of the poor skills level within the public service which 

makes the achievement of developmental state goals unrealistic. Butler (2008) points 

out that South Africa does not have the skills base that the East Asian developmental 

states enjoyed . Southal l (2006) states that a meritocratic public service forms the 

basis of these developmental states. The state bureaucracy is composed of the 

country's brightest and best whose careers are not depended upon the whims of the 

politicians. 

Are there Legislative Framework guiding municipalities? 

The Constitution of South Africa s (152)(1)(a-b) The objects of Local Government is to 

provide democratic and accountable government for local communities, to ensure the 

provision of services to communities in a sustainable manner. This also does not 

mean that foreigners with citizenship of South Africa cannot be given services. 

Cloete (1996) states that accountability in South Africa has its origin in the 

Constitution of the Republic of South Africa , 1996, that with the inception of the 

Constitution of South Africa was accepted as a democratic state. This implies that 

universal suffrage has been put in place. By implication, all the activities of the 

legislative, governmental , administrative and judicial systems and functionaries in all 

spheres of government are subject to surveillance by the citizens. 

According to Schedler (1999) a large-scale organisation, such as a government 

department, is structured organisationally as a hierarchical pyramid. The task of 

ensuring the implementation of accountability functions on behalf of the organisation 

usually rests with those placed in charge. In the South African public sector the 

division of accountability is evident from the Public Finance Management Act, 1999 

(Act 1 of 1999). Accountability among public officials/administrators starts with the 

accounting officer of a government department. The accounting officer mentioned in 

section 36 of the Act is assigned accountability requirements by section 38 of the 

Public Finance Management Act , 1999. These include responsibilities to ensure that 
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the department has and maintains a system of financial and risk management and 

internal control. This system of internal control must be monitored 

5.4 Limitations 

The study is limited to Dr. Ruth Segomotsi Mompati District Municipality and its local 

municipalities, but it is relevant to all other municipalities across South Africa. 

5.5 Managerial Guidelines 

Good Governance is one of the Key Performance Areas outlined by National 

Government therefore management is advised to use the results of this research to 

be implemented in their area of jurisdiction 

• Public manages should emphasise the importance of competition and 

efficiency, transaction costs economics emphasises the challenges of contract 

management, and new public service gives primary concern to citizen 

engagement. City managers need to come up with mechanisms to balance all 

three . The use of profit and generalised estimation models to analyze 

International City County Management Association (ICMA) data for 1992, 1997 

and 2002, and show the evolution of a middle position where city managers 

integrate markets with public delivery and give greater attention to citizen 

satisfaction in the service delivery process. 

According to Warner and Hefetz (2007) The privatisation experience of U.S. 

municipalities shows declining use of complete contracts and a dramatic rise in 

mixed public/private delivery Uoint contracting) of city services. Our analysis 

shows city managers have recognised the need to move beyond a simple 

dichotomy between market delivery and public planning to an approach that 

balances concerns with efficiency, market management and citizen 

satisfaction. 

According to Lakin and Norman (2007) Civil service reform requires the 

development of a new cadre of senior managers and a long-term change in 

basic attitudes to public service, a change which can require a decade or 

more. A major issue for governments accordingly has been how to main 
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stream reform . Africa in particular has experienced failures with reform 

initiatives conceived, developed and implemented by donors, using external 

consultants isolated from the normal life of the civil service. Such enclaving of 

reform virtually guarantees that unwilling senior administrators can step back 

from ownership of change. 

• The call for accountability requirements and the requirement for sound 

financial management have brought public sector managers in contact with 

accountability instruments such as internal audit and the audit committee of the 

institutions. 

This study provides a review of accountability in the public sector; it calls on 

the public sector to investigates audit committees as an accountability 

instrument. The study provides an independent opinion on the effectiveness of 

audit committees in improving corporate governance in the national 

government departments from an external audit perspective. 

According to Van der Nest, Thornhill and de Jager (2007) there is increasing 

pressure on public officials to demonstrate a high level accountability 

concerning the use of public funds. 

5.6 Future Research 

This study contributes to various opportunities for further research , notably: 

• The effects of accountability and risk management in Local Government 

• The effect of Supply Chain Management and Corruption in all municipalities. 

• The impact of legislative frameworks and ethics in all municipalities. 

5.7 Conclusion 

According to Coats and Passmore (2008) if the voice of the public is to be heard then 

service planning processes must be flexible enough to accommodate the 

consequences of voice. This may make management more complicated but it is likely 

to lead to more legitimate decisions. Not suggesting that this should be dictated from 

the centre; although there should be a presumption that organisations must 
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demonstrate that they have processes in place for deliberative governance and the 

refinement of public preferences. 

Public organisations will need to be clear about who is responsible for taking forward 

an involvement programme. Because sometimes issues can be deeply controversial 

it is probably best for senior members of staff to be held responsible for determining 

the most effective strategy for engagement with the public. 

Successful engagement with the public demands high level communication skills for 

both politicians and public managers. The ability to explain technical or complex 

issues in straightforward language, the capacity to share difficult policy choices and 

the willingness to describe hard trade-offs are all essential tools for managing 

successfully in a public value framework. Organisations should consider whether their 

managers have all the skills they need and take action to plug skills gaps. It may be 

possible to achieve some quick wins, but this profound change in culture will 

inevitably take some time to become embedded in the organisation. 
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Appendix 8: RESEARCH QU~STIONS 

Variable(s) and/or 

Research Question Survey Questions Relationships 
Statistical Tests 

measured 

1. To what extent a. Do you understand Ordinal I Nominal Descriptive Slats -
has service been the meaning of Variables : frequency tables, bar 
delivered in terms integrated 

1.1 Not within Scope, 
charts 

of Integrated developmental plan? 
Poorly, fairly , Numerical description -

Development 
b. Are you aware of any mostly, completely location, spread, 

Planning in Dr 
Service Delivery in distribution, cross 

Ruth Segomotsi 1.2 Yes I No 
your area which is/are tabulation 

Mompati District 
identified in your 1.3 Yes/No 

Municipality? Measures of association 
integrated 1.4 Yes/No - Phi, Crammers V 
development Plan? 

Convert nominal to ratio 
C. Do you think that 

0,1 ,2,3,4 & do 
service delivery in 

correlation co-efficient 
your area is 

sustainable? 
testing with personal 

info- Pearson & 
d. Did attend a local Spearman Rho 

council meeting 
Normal & z-distribution 

where finance matters 

were discussed? 

a. Do you know how 2.1. 2,4,6,or 8 Descriptive Slats -

4. To what extent 
many batho pele 

2.2 Yes 1 No frequency tables, bar 

had the batho 
principles they are? charts 

pele principles b. Do you think this is Numerical description -
been applied in ever applied? location, spread, 
Dr Ruth 

Do you think batho 2.3 Not within Scope, distribution, cross c. 
Segomotsi 

pele principles is Poorly, fairly, mostly, tabulation 
Mompati District 

applicable? completely 
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Municipality? 
- Phi, Crammers V 

Convert nominal to ratio 

2.4 Yes I No 
0,1 ,2,3,4 & do 

correlation co-efficient 

testing with personal 

info- Pearson & 

I 14 



2.5 Yes I No Spearman Rho 

Normal & z-distribution 

5 . Are Legislative 3.1 Do you know legislations Ordinal I Nominal Descriptive Stats -

Framework that are governing Variables: frequency tables . bar 

guiding municipalities 
3.11213 Not within 

charts 

municipalities? 
3 .2. Do you think municipalities Scope, Poorly, fairly , Numerical description -

are governed by legislations? mostly , completely location, spread, 

distribution, cross 

tabulation 

Measures of association 

- Phi , Crammers V 

Convert nominal to ratio 

0 ,1,2,3,4 & do 

correlation co-efficient 

testing with personal 

info- Pearson & 

Spearman Rho 

Normal & z-distribution 
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P. 0 . Box 4072 

Vryburg 

8600 

Dear Respondent 

I am an employee of Dr Ruth S Mompati District Municipality (Internal Audit Unit) and 

currently completing the research component of a Masters in Business Administration 

(MBA) with the North West University (Uniwest). 

Towards this end, I would really appreciate your input in Accountability and its impact 

to service delivery in Dr Ruth S Mompati District Municipality. I have attached a 

questionnaire which will assist me in collecting the required data., 

May I request for your assistance in the following : 

1) Please complete the questionnaire to the best of your ability and; 

2) Kindly forward it to other decision makers within your area. For follow-up purpose, 

kindly copy me when you forward the questionnaire to colleagues . 

The questionnaire will not take more than 15 minutes to fill in. After filling in, please 

send your response to: 26 Van Niekerk Street, Vryburg, 8600. The closing date is the 

201
h of April 2010. 

Thanking you in advance for your contribution in this regard. 

Kind Regards, 

Dineo lnnolentia Mongwaketse 

053-9270858/63/90 

082 825 3922 
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VOLUNTARY QUESTIONNAIRE FOR Service delivery 

"THE RELATIONSHIP BETWEEN ACCOUNTABILITY IN THE PUBLIC SERVICE AND SERVICE DELIVERY: A CASE OF 

DR RUTH S MOMPATI DISTRICT MUNICIPALITY" 

Department of Commerce & Administration 

North West University 

Researcher: Dineo lnnolentia Mongwaketse 

Supervisor: Prof. Sam Lubbe 

Note to the respondent 

:rThe researcher need your help to understand Service Delivery and Accountability in the public 
service 

);:>A lthough the researcher would like you to help him, you do not have to take part in this survey. 
);:- If you do not want to take part, just hand in the blank questionnaire at the end of the survey 

session. 
>-What you say in this questionnaire will remain private and confidential. No one will be able to 

trace your opinions back to you as a person. 
The questionnaire as four parts: 

Part 1 asks permission to use your responses for academic research . 

Part 2 asks general personal pa1ticulars like your age, gender and horne language. 

Part 3 asks about Service delivery, Accountability, Impact and Legislative Platforms/Frameworks. 

How to complete the questionnaire 

I. Please answer the questions as truthfully as you can. Also, please be sure to read and follow the 
directions for each part. If you do not follow the directions, it will make it harder for us to do our 
project. 

2. We are only asking you about things that you and your fellow students should feel comfortable telling us 
about. If you don't feel comfortable answering a question, you can indicate that you do not want to 
answer it . For those questions that you do answer, your responses will be kept confidential. 

3. You can mark each respo nse by making a tick or a cross, or encircling each appropriate response with a 
PEN (not a pencil), or by filling in the required words or numbers. 

Thank you ve1y muchfor.filling in this questionnaire. 

PART 1: PERMISSION TO USE MY RESPONSES FOR ACADEMIC RESEARCH 

I hereby give permission that my responses may be used for research pur·poses provided that my identity 

is not revealed in the published records of the resea r·ch. 

Initials and surname-------------------- Postal address: 

------------------------------Postal code: 

Contact numbers: Home: ___________ Cell: _______ _ 
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-,---
PART2:GENERALPERSONAL PART 3: ACCOUNTABILITY, IMPACT ON 
PARTICULARS SERVICE DELIVERY, LEGISLATIVE 
Please tell little about yourself PLATFORMS/FRAMEWORKS. 
Please mark only ONE option per question 

1 I am: 8 Do you understand the concept of service 
·:· African delivery? 
•!• Coloured •!• Yes 
·:· Indian •!• No 
·:· Oriental 
·:· White 
·:· a member of another ethnic group 

•!• I do not want to answer this question 
2 lam: 9 Do you understand the meaning of lntergrated 

•!• Employed Development Plan? 
•!• Unemployed 
·:· Other: (please specify) •!• Yes 

•!• No 

3 I have: 10 Were you consulted when Integrated development 
·:· a degree plan was developed for your area? 
·:· a post graduate degree 
•!• Matric •!• Yes 
·:· Other ; (please specify) ·:· No 
•!• I do not want to answer this question 

4 •!• I am years o ld II Do you think that the services that are rendered 
·:· I do not want to answer this question have been outlined in your integrated development 

plan? 

·:· Yes 
·:· No 

5 I am a: 12 Do you understand the eight batho pele principles? 
•!• female •!• Yes 
•!• Young female •!• No 
•!• I do not want to answer this question 

6 I grew up: 13 Do you have an Audit Committee in your 
•!• in South Africa municipality? 
•!• abroad •!• Yes 
•!• I do not want to answer this question •!• No 

7 How many years have you been staying in this 14 Is your audit committee independent and 
area: functional? 

•!• 1-5 •!• Yes/No 
•!• 6-10 
•!• 11-15 
•!• more than 16 years 
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15 Does your organisation submit financial 
statements timeously for audit purpose? 

Yes/No 

-
16 Does your organisation have quarterly reports 

on performance information? 
•!• Yes 
•!• No 

17 Is your organisation held accountable for non or 
poor service delivery? 

•!• Yes 
•!• No 

18 Does your organisation have 
performance management system? 

•!• Yes 
•!• No 
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