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FOREWORD BY THE
PUBLIC PROTECTOR
Adv. Busisiwe Mkhwebane

It is a singular honour to present,
to the National Assembly, the Public
Protector South Africa Strategic Plan
2018-2023, my second since I assumed
office in October 2016.
As an independent constitutional
institution, with a mammoth task of
supporting constitutional democracy
through ensuring quality public
service delivery and good governance,
the centrality of our role in the
collective task of nurturing our
young
democracy
cannot
be
overemphasised.
Like any other institution in South
Africa, the PPSA has an important
part to play to ensure that the
country’s short, medium and long
term development goals as laid-out in
the National Development Plan (NDP)
are realised.
For us to make a meaningful
contribution in that regard, we have
to develop our own plan that is
strategically aligned to the NDP and
we have. We simply refer to it as
Vision 2023: Taking the Services of the
4
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Public Protector to the Grassroots.
In a nutshell, this vision is about
ensuring remote communities’ access
to offices; communicating with such
communities in their mother tongues;
expanding the reach of the Public
Protector through additional service
points and entering into Memoranda of
Understanding with other institutions
to advance our plans.
It also about turning my office
into a stronghold for the poor,
empowering people to know their
rights, encouraging state organs to
establish effective internal complaints
resolution mechanisms and ultimately
empowering people to be their own
liberators and Public Protectors.
Accordingly, this Strategic Plan seeks
to demonstrate in the clearest of
terms how both our core and support
functions will join forces in pursuit of
Vision 2023.
For instance, we will use our
community outreach programme to
deliberately focus on and reach out to
rural areas and farming communities.

We will also use vernacular community
radio to drive the message of our
existence home among the targeted
communities.
Once service and conduct failure
complaints
from
the
targeted
communities are on our radar screen,
we will move swiftly to address the
matters with a view to restoring the
dignity of our people while ridding
the state of improper conduct.
On the support side of things, we
will, among other things, train and
capacitate our employees so that
they are equipped with cutting
edge skills sets that are required to
guarantee effectiveness, efficiency
and the highest standards of delivery.
We believe that, through this
approach, we will help turn the
tide against many of the challenges
identified by the National Planning
Commission in its Diagnostic Report
of problems that beset our country,
including poor public services and
corruption.

the need to adequately fund this
institution to enable it to implement
its plans.
We continue to look to Parliament
to help us motivate for an increased
allocation, for, without the requisite
resources, we will struggle to breathe
life into the noble blueprint that our
Vision 2023 is.
Lastly, I would like to take this
opportunity to thank our stakeholders,
particularly Parliament, government
and the public, for the support they
continue to give us. It would have
been impossible to record the modest
achievement we have managed thus
far without your backing. We continue
to count on you.
Best wishes,

________________________________
Adv. Busisiwe Mkhwebane
Public Protector of South Africa
27 March 2018

Having said that, it is incumbent upon
me to also reiterate the point we have
made numerous times before about
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Public Protector South Africa Programme Structure

PUBLIC PROTECTOR

DEPUTY PUBLIC
PROTECTOR

CHIEF EXECUTIVE
OFFICER

CHIEF OPERATIONS
OFFICER

PROGRAMME 1:
ADMINISTRATION
RESPONSIBILITY:

1. CHIEF FINANCIAL OFFICER
2. ALL EXECUTIVE MANAGERS
3. ALL SENIOR MANAGERS
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PROGRAMME 2:
INVESTIGATIONS
RESPONSIBILITY:

1. EXECUTIVE MANAGER: PII
2. EXECUTIVE MANAGER: CSM
3. EXECUTIVE MANAGER: AJSD
4. EXECUTIVE MANAGER: GGI
5. PROVINCIAL REPRESENTATIVES
6. SENIOR MANAGER LEGAL SERVICES

PROGRAMME 3:
STAKEHOLDER
MANAGEMENT
RESPONSIBILITY:

1. EXECUTIVE MANAGER: CSM
2. PROVINCIAL REPRESENTATIVES

A

PART
T

STRATEGIC
OVERVIEW
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1.		 Vision
Empowered people and accountable public administration
2.		 Mission
To protect all persons against administrative injustices, improve service delivery
and promote good governance in state affairs
3.		

Institutional Purpose Statement

A catalyst for change in pursuit of good governance
4.		

Principles and Values

Anchored in the pursuit of proper conduct in state affairs and the
Batho Pele principles, we seek to uphold and promote the principles of:
•

Accountability

•

Integrity

•

Responsiveness

Furthermore our Institutional Value System is articulated by (PULE):

8

Passion

we will conduct our investigations with passion to
ensure that no one suffers prejudice

Ubuntu

we respect the constitutionally protected dignity
of all those we interact with as we deliver services
and manage our affairs and serve professionally with
humanity, empathy, compassion, understanding and
respect for every person’s human rights.

Leadership

we intend to lead by example in how we conduct
ourselves in the institution; from the lowest to the
highest position

Efficiency

we will deal with our customers and stakeholders with
a high level of professionalism, skill, good judgement,
while ensuring speed and responsiveness in the delivery
our services.
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5.			 Legislative and other mandates
5.1

Constitutional mandate

The Public Protector as an independent institution established by section 181
of the Constitution with a mandate to support and strengthen constitutional
democracy operating in a manner that is subject only to the Constitution and
the law. The core mandate of the Public Protector is to support constitutional
democracy operating as a supreme administrative oversight body by investigating
and rooting out improper conduct in all state affairs while providing services
that are universally accessible to all.
Section 182 of the Constitution provides that:
The Public Protector has the power, as regulated by national legislation
1. To investigate any conduct in state affairs, or in the public administration
in any sphere of government, that is alleged or suspected to be improper
or to result in any impropriety or prejudice;
2. To report on that conduct; and
3. To take appropriate remedial action.
The Public Protector has the additional powers and functions prescribed by
national legislation.
1. The Public Protector may not investigate court decisions.
2. The Public Protector must be accessible to all persons and communities.
3. Any report issued by the Public Protector must be open to the public
unless exceptional circumstances, to be determined in terms of national
legislation, require that a report be kept confidential.
5.2

Legislative mandates

The Public Protector South Africa’s mandate is to strengthen constitutional
democracy through the pursuit of the Constitution and the following key
statutory mandate areas:

Strategic Plan 2018-2023
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5.2.1 Maladministration and related improprieties
a. To implement the Public Protector Act 23 of 1994 through investigating
maladministration or improper or prejudicial conduct, including abuse of
power and abuse of state resources in all state affairs;
b. To resolve administrative disputes or rectifying any act or omission in
administrative conduct through mediation, conciliation or negotiation;
and
c. To advise on appropriate remedies or employing any other expedient
means.
5.2.2 Executive Ethics Enforcement
To enforce the Executive Members’ Ethics Code as mandated by the
Executive Members’ Ethics Act 82 of 1998.
5.2.3 Investigating Corruption
To investigate allegations of corruption as mandated by Section 6(4) (a)
(iv) of the Public Protector Act, read with the Prevention and Combating
of Corrupt Activities Act 12 of 2004.
5.2.4 Protected Disclosures
To receive and address protected disclosures from whistle blowers as
mandated by the Protected Disclosures Act 26 of 2000.
5.2.5 Review of decisions of the National Home Builders Registration Council
(NHBRC)
To review decisions of the National Home Builders Registration Council as
mandated by the Housing Protection Measures Act 95 of 1998.
In addition, the following laws either recognise the inherent investigative
powers of the Public Protector or assign some administrative role to the
office:

10

•

Electoral Commission Act 51 of 1996 – The Public Protector must serve
as
a member of a panel that recommends a list of candidates to a
National Assembly Committee that nominates Electoral Commissioners

•

National Archives and Record Service Act 43 of 1996 – The Public Protector
must be consulted on investigations into the unauthorised destruction of
Strategic Plan 2018-2023

records otherwise protected under this Act
•

National Energy Act 40 of 2004 – The protection (from civil or criminal
liability, dismissal, disciplinary action, prejudice or harassment) of people
who make disclosures of health and safety risks or failure to comply with
a duty imposed by this Act to the Public Protector.

•

Promotion of Equality and Prevention of Unfair Discrimination 4 of 2000 –
recognises the Public Protector as an alternative forum to resolve equality
disputes.

•

Promotion of Access to Information: Access to information disputes
under the Promotion of Access to Information Act (PAIA) 2 of 2000.

•

Public Finance Management Act 1 of 1999 – The Public Protector must
receive a certificate from an accounting officer of an organ of state that
has received donations or sponsorship from donors or sponsors who wish
to remain anonymous, stating that the identity of the donor or sponsor has
been revealed to them, that they have noted it and have no objection.
This provision does not limit the Public Protector from supplying this
information to his/her staff, and where she/he deems it in the public
interest, to report on this.

•

Lotteries Act 57 of 1997 – The Public Protector receives bona fide
confidential disclosures in respect of publishing any information in
connection with any grant application or the grant itself

•

Special Investigating Units and Special Tribunals Act 74 of 1996 – Referral
of cases between the Public Protector and the SIU.

•

National Environmental Management Act 108 of 1999 – Records and annual
reports on environmental conflict management referred to in the Act
include proceedings by the Public Protector

Strategic Plan 2018-2023
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5.3		

Policy mandates

5.3.1 The National Development Plan, 2030 (NDP)
Chapter 14 of the NDP states that corruption undermines good governance,
and that poor governance “can critically undermine national development”.
The NDP reiterates that it is crucial in an effective and democratic state that
political leaders and public officials account to the citizens for their actions.
According to the NDP the country needs an anti-corruption system that “makes
public servants accountable, protects whistle-blowers and closely monitors
procurement.”
The NDP singles out four areas in which policies should be implemented towards
an accountable state:
a. Building a resilient anti-corruption system
b. Strengthen accountability and responsibility of public servants
c. Create a transparent, responsive and accountable public service
d. Strengthen judicial governance and the rule of law.
The NDP calls for South Africa’s “anti-corruption arsenal”, including the Public
Protector and the Auditor-General “to have the resources, independence from
political influence, powers to investigate corruption, and their investigations
should be acted upon”. The NDP highlighted that a functioning anti-corruption
system requires “sufficient staff and resources with specific knowledge and skills;
special legislative powers; high level information sharing and co-ordination; and
operational independence”. Independence entails insulating institutions from
political pressure and interference. The NDP specifically states that “… competent, skilled institutions like the Public Protector and Special
Investigating Unit need to be adequately funded and staffed and free from
external interference.”
And further
“Strengthening the anti-corruption system requires increasing the agencies’
specialist resources. More capacity should be created for corruption
investigations – more funding is required to employ skilled personnel and
sophisticated investigative techniques”.

12
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The following proposals of the NDP impact directly on the mandate areas of the
Public Protector:
a. Strengthen the multi-agency anti-corruption system
b. Strengthen the protection of whistle-blowers
c. Greater central oversight over the awarding of large tenders or tenders
with long duration
d. Empower the tender compliance monitoring office to investigate
corruption and the value for money of tenders.
The Sustainable development Goals (Goal 16: Peace, Justice and Strong
Institutions) Promoting peace and justice is one of 17 Global Goals that make
up the 2030 Agenda for Sustainable Development. Peace, stability, human rights
and effective governance based on the rule of law are regarded as important
conduits for sustainable development.
Goal 16, contains several sub-priorities which are relevant to the role and
mandate of the Public Protector, including reducing corruption; developing
effective, accountable, and transparent institutions; ensuring inclusive,
participatory, and representative decision-making; and ensuring access to
information.
5.4

Relevant court rulings

a) The Public Protector v Mail & Guardian Ltd (422/10) [2011] ZASCA 108
(1 JUNE 2011)
The Supreme Court of Appeal highlighted that the Public Protector provides
what will often be a last defence against bureaucratic oppression, and against
corruption and malfeasance in public office that is capable of insidiously
destroying the nation. The Court stated that if the Public Protector falters,
or finds itself undermined, the nation loses an indispensable constitutional
guarantee.
The Court laid down standards for what would constitute a proper investigation
by the Public Protector, including the following:
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i. An investigation calls for an open and enquiring mind that is open to all
possibilities and reflects upon whether the truth has been told.
ii. A complaint or request must not be scrutinised as if it is a pleading which
serves to define and circumscribe the issues and the Public Protector needs
to extract the substance of the complaint or request;
iii. The Public Protector is not restricted to investigating what has been placed
before him or her and may investigate on his or her own initiative or on
information that comes to his or her knowledge, however that may occur;
iv. The Public Protector is not a passive adjudicator between citizens and the
state, sitting back and waiting for proof where there are allegations of
malfeasance and relying on evidence placed before him or her before acting;
v. His or her mandate was an investigatory one, requiring pro-action in
appropriate circumstances to actively discover the truth; and
vi. The Act confers upon the Public Protector sweeping powers to discover
information from any person at all and there is no circumscription of the
persons from whom and the bodies from which information may be sought in
the course of an investigation.
b) SABC v DA (393/2015) [2015] ZASCA 156 (8 October 2015).
i. The Supreme Court of Appeal considered the Constitutional and legislative
scheme regulating powers of Public Protector and the question whether
findings of the Public Protector are binding and enforceable. The Court held
that the office of the Public Protector, like all Chapter Nine institutions, is a
venerable one.
ii. The Court further held that a mere power of recommendation of the kind
suggested by the High Court “… is neither fitting nor effective, denudes the
office of the Public Protector of any meaningful content, and defeats its
purpose.”
iii. It was the finding of the Court that any affected person or institution
aggrieved by a finding, decision or action taken by the Public Protector
might, in appropriate circumstances, challenge that by way of a review
application. Absent a review application, however, such person is not
entitled to simply ignore the findings, decision or remedial action taken by
the Public Protector. Moreover, an individual or body affected by any finding,
decision or remedial action taken by the Public Protector is not entitled to

14
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embark on a parallel investigation process to that of the Public Protector,
and adopt the position that the outcome of that parallel process trumps the
findings, decision or remedial action taken by the Public Protector.
c) Economic Freedom Fighters v The Speaker of the National Assembly and
Others and Democratic Alliance v the Speaker of the National Assembly
and Others (CCT 143/15 and CCT 171/15)
The Constitutional Court’s unanimous judgment was delivered on 31 March 2016
confirming the SCA’s findings in the matter of the SABC v DA that the Public
Protector’s remedial action is binding on the basis of a purposive interpretation
of the South African Constitution. Mogoeng CJ held that without the power to
take binding remedial action, the Public Protector would be ineffectual:
“The Public Protector’s investigative powers are not supposed to bow down to
anybody, not even at the door of the highest chambers of raw State power. It is
unlikely that unpleasant findings and a biting remedial action would be readily
welcomed by those investigated. If compliance with remedial action taken
were optional, then very few culprits, if any at all, would allow it to have
any effect. And if it were, by design, never to have a binding effect, then it is
incomprehensible just how the Public Protector could ever be effective in what
she does and be able to contribute to the strengthening of our constitutional
democracy.”
As a result, the Court held that the Public Protector’s remedial action must be
implemented unless it is set aside by a court:
“When remedial action is binding, compliance is not optional, whatever
reservations the affected party might have about its fairness, appropriateness
or lawfulness. For this reason, the remedial action taken against those under
investigation cannot be ignored without any legal consequences. This is so,
because our constitutional order hinges also on the rule of law. No decision
grounded on the Constitution or law may be disregarded without recourse to
a court of law… No binding and constitutionally or statutorily sourced decision
may be disregarded willy-nilly. It has legal consequences and must be complied
with or acted upon. To achieve the opposite outcome lawfully, an order of
court would have to be obtained.”
The court further highlighted the Constitutional obligation on the National
Strategic Plan 2018-2023
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Assembly in terms of sections 42(3) and 55(2) of the Constitution read with
section 8(2) (b) (iii) of the Public Protector Act, 1994 (and section 181(3) of the
Constitution) to provide for an oversight mechanism “to facilitate compliance
with the remedial action” of the Public Protector.
6.		

Situational Analysis

6.1
Performance environment
6.1.1 The following strengths, opportunities, aspirations and results have been
taken into account in the development of this strategic plan.
SOAR

Description

Strengths

Opportunities

16
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•

We have hard powers such as binding remedial
action, subpoena, 3 strikes rule, etc.

•

Good Reputation of the Institution

•

We are the overarching oversight institution

•

Competent and experienced workforce

•

Diversity

•

Team work

•

Professionalism

•

United (speaking with one voice)

•

Good service (able to provide a good service and
justice to our customers)

•

Ability to resolve most complaints

•

Trend setter (locally and internationally through
AORC)/To be the leading institution amongst
oversight bodies

•

Fostering relations with other institutions (MOU’s
and Response Protocols with state institutions)

•

Budget (Additional funds to fund our operations)

•

Working with other government institutions to get
access to skills such as forensic capacity

•

To expand PPSA footprint (with minimal capital)
though working with other institutions

•

Re-arrange structure to support optimal
functioning the Institution

Aspirations

Results

•

Accessible to everyone in order to change
ordinary lives

•

The most trusted institution

•

To empower people at the grassroots to exercise
their constitutional rights

•

To be the employer of choice and attract the best
workforce

•

Influence the practice of good governance in
organs of State

•

Help to resolve systemic challenges within organs
of State

•

To be the epitome of excellence in our work

•

No backlog of cases/Reduced case load

•

Fewer customer complaints against PPSA

•

Fewer reviews

•

An accessible PPSA as required by section 182(4)
of the Constitution

•

Consistently high performing institution (e.g.
Quality reports produced timeously)

•

Improved service delivery

•

A trusted institution

•

Happy & healthy employees

•

Improved Stakeholder relations

Strategic Plan 2018-2023
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6.2

Organisational Environment

The institution is structured mainly in terms of core and support functions.
The institution is also represented in all nine provinces, including nine regional
offices. In total, there are nineteen offices across the country. Key to the
performance of the institution is our ability to fulfil our legislative mandate
and the realisation of vision 2023. We receive cases that are categorised as
Early Resolution, Service Delivery and Good Governance. Early Resolution cases
are predominantly simple matters that deal with bread and butter issues such
as undue delay in processing pension pay out. Service Delivery cases deal with
alleged failure of organs of state to deliver services to communities such as water
provision. Good Governance cases deal with conduct failure investigations where
allegations such as tender irregularities and conduct of members of Parliament
are investigated. One critical aspect to the work of the Public Protector is to
work with organs of State for remedial action to be implemented.
The institution is under pressure to finalise cases that have already
superannuated, while at the same time having to deal with new cases that
are received with limited resources. The caseload per investigator is still high
considering the increasing number of complex cases received by the institution.
Complex cases takes time to finalise and may need specialised skills in other
fields such as forensics, quantity surveying, etc. that the institution does
not have in-house. In terms of remedial action, the compliance unit is under
capacitated to effectively deal will all the required follow-ups with organs of
State.
Risk Management in the Institution is another important area that complement
the efficiencies and effectiveness of the organisation.
Early warnings are
derived from a register and as a result, the institution is in a better position to
respond to such early warnings. Therefore the risk unit needs to have increased
capacity.
The expansion of services to comply with the constitutional injunction on
universal access has also been severely affected by financial constraints leading
to a strategic decision to partner with State institutions in the coming years.
We are exploring options for optimal physical access by approaching organs
of State to utilise government buildings such as magistrates courts based
on the conclusion of relevant Memoranda of Understanding (MOUs) with the
18
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Department of Justice and Correctional Services and other relevant institutions
like traditional councils and municipalities.
As a result of budgetary constraints, the institution had to cut down on
important projects or push them to other financial years. Such projects include
implementation of the Disaster Recovery System, having an in-house internal
audit function, implementing institutional effectiveness turnaround approach,
having an integrated security system and expanding the footprint of the office,
training/capacity building of staff. The financial situation has gotten worse
and threaten the institution’s ability to perform its Constitutional mandate
effectively.
The approved organisational structure of the Public Protector South Africa has
never been fully funded, which hampers its ability to rigorously investigate and
finalise cases on time. The situation is further exacerbated by the fact that the
corporate support services, particularly human resources support services, have
buckled under pressure as they were experimentally created at the time the
Public Protector was an office within the Department of Justice and relied on
that department for additional corporate support services. When compared with
the corporate Structure of the Auditor General, a fellow Chapter 9 institution
with an oversight mandate converting the entire state, the Public Protector’s
approved organisational structure is grossly inadequate. PPSA is expected
to investigate any conduct in state affairs meaning, the kind of resourcing
is inadequate for an institution whose mandate is so broad it covers the 39
National Government Departments, 90 Provincial Government Departments,
258 Municipalities and countless other State Institutions, including State-Owned
Enterprises.
Limited office space also continues to be a challenge. This has resulted in a
deterioration of working conditions with some employees being forced to share
offices and some offices not meeting the basic requirements of the Occupational
Health and Safety Act. Security in some offices has also become a major risk and
several break-ins and muggings have been reported in Provincial and Regional
Offices. This is matter of serious concern. Due to financial constraints, the Public
Protector South Africa has not been able to relocate high risk Provincial Offices
with required urgency. Over the medium term, PPSA will explore the option of
procuring state-owned buildings including rentals though the Department of
Public Works.
Strategic Plan 2018-2023
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The Public Protector is a longstanding member of AOMA, the African Ombudsman
Mediator’s Association – a membership organisation for Public Protector-like
institutions continent-wide, which is currently led by the Chief Ombudsman of
Ethiopia. Lesotho’s Ombudsman is the Regional Representative for the Southern
African region within the Association.
Through our membership, the PPSA is part of a community that promotes
Ombudsman institutions, shares best practices and training opportunities, and
most importantly supports each other in the fight for good governance, human
rights, transparency and administrative justice. Although South Africa is often
seen as in the forefront, many lessons are learnt from other jurisdictions to
improve our office to have a greater impact for the benefit of our citizens. The
African Union is in strong support of AOMA as the objectives of the Association
clearly link with the African Charter on Democracy, Elections and Governance.
AOMA also contributes to the realisation of Agenda 2063, i.e. playing its part
in ensuring a peaceful, integrated and prosperous Africa in 45 years. This is a
vision supported by South Africa through our Foreign Policy.
As a resource for the Association, the African Ombudsman Research Centre
(AORC) was born out of AOMA, which is housed at the University of KwaZuluNatal in South Africa and was inaugurated in 2011 by the former President
of the Republic, Mr Jacob Gedleyihlekisa Zuma. The Public Protector is the
Chairperson of the Board of the Centre and therefore, together with the other
Board members, plays a central part in steering the interventions of the Centre
to benefit all Ombudsman Offices in AOMA, catering to their different mandate
areas, governance contexts and linguistic backgrounds – and shared aspirations
for efficient, effective, independent impartial Ombudsman offices.
As the Chairperson of the AORC Board, the Public Protector is a member of the
AOMA Executive Committee and reports on the Centre’s achievements, finances
and challenges at AOMA EXCO meetings. The Public Protector also drives the
initiatives to ensure the sustainability of the Centre, most notably through the
South African Department of International Relations and Cooperation.
6.3

Description of the strategic planning process

This Public Protector South Africa’s Strategic Plan is a result of a strategic
review process that involved bottom-up planning, through which all employees
20
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were given an opportunity to make inputs into the draft Strategic Plan and
Annual Performance Plan. Following bottom-up planning of branches,
provinces and units, the institution’s strategic planning session took place on
16 – 17 October 2017 and a follow-up session was held on 12 -14 December
2017. The starting point was to request all employees to give inputs on how the
2017-2022 Strategic Plan and 2017/18 Annual Performance Plan could be
improved. All employees were also given an opportunity to make inputs on
how best the institution could implement its mandate and vision 2023, taking
into account our limited resources. Once comments were received from all
branches, provinces and units, the executive and management considered all
inputs to come up with amendments to both the Strategic Plan and the Annual
Performance Plan.
6.4

Value-Adding/Impactful Investigations

Public Protector South Africa aims to make an impact in the lives of the people
through addressing systemic challenges in organs of State. The result of our
investigations/reports is to influence organs of State to act appropriately for
the benefit of the people they serve.
The Public Protector would have made an impact when people at the grassroots
are empowered to take on government institutions to address their complaints
before approaching the Public Protector.

Strategic Plan 2018-2023
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6.5

FINANCIAL MANAGEMENT &
PLANNING

BUDGET & PAYROLL

ADMINISTRATIVE JUSTICE &
SERVICE DELIVERY

GOOD GOVERNANCE &
INTEGRITY

FINANCIAL ACCOUNTING

COMPLAINTS & STAKEHOLDERS
MANAGEMENT

RECORDS MANAGEMENT

COMMUNICATIONS

INFORMATION TECHNOLOGY

FACILITIES & LOGISTICS
MANAGEMENT

SUPPLY CHAIN MANAGEMENT

PROVINCIAL INVESTIGATIONS
& INTEGRATION

9X PROVINCIAL OFFICES:
E/C; WC; GAUTENG;
MPUMALANGA; N/W;
LIMPOPO; F/S; N/C AND KZN

HUMAN RESOURCES
MANAGEMENT

FINANACIAL MANAGEMENT

CORPORATE SUPPORT
SERVICES (NOT FUNDED)

CHIEF OF STAFF

ACCOUNTING OFFICER:
CHIEF EXECUTIVE OFFICER

PARLIAMENTARY LIAISON AND
INTERNATIONAL RELATIONS

RISK AND COMPLIANCE
MANAGEMENT SERVICES

INSTITUTIONAL
PERFORMANCE MANAGEMENT

STRATEGIC SUPPORT
SERVICES

CEO SUPPORT SERVICES

DEPUTY
PUBLIC PROTECTOR

EXECUTING AUTHORITY:
PUBLIC PROTECTOR

OPERATIONS MANAGEMENT

INTERNAL AUDIT

High Level Organisational Structure
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Strategic
Objectives

Programmes

Investigate
and finalise
reports
promptly

Implementation
of remedial
action

Programme 2:
Investigations

Promote a
culture
of good
governance

Prompt services delivered to
all persons and institutions in
order to promote and maintain
good governance

Public Protector South Africa Strategy Map

Strategic
Outcomes
Oriented Goals

6.6

to optimally support
business objectives

Develop and
implement
Information
Communications
Technology

Acquire office
accommodation and
pool vehicles

to improve
efficiencies

Implement an
institutional
effectiveness
turnaround
approach

Obtain
Clean
Audit

services

driven organisation

Programme 1:
Administration

Accessible
Public Protector

An effective and
efficient people

administrative injustices, improve
service delivery and promote good
governance in state affairs

Mission:
To protect all persons against

Ease of
access
to Public
Protector
services

Strengthen
ombudsman
institutions
in South Africa
and Africa

Programme 3:
Stakeholder
Management

Oversight institutions
and public complaints
mechanisms strengthened

6.7

Link between the NDP and Strategic Outcome Orientated Goal

National

PPSA Strategic Objectives

Development Plan
The capacity of
corruption fighting
agencies should
be enhanced and
public education
should be part of
the mandate of
the anti-corruption
1
agencies.

•

Ease of access to Public Protector services

•

Investigate and finalise reports promptly

•

Implementation of remedial action

Strengthen
measures to ensure
the security of
2
whistle-blowers.
(Footnotes)
Chapter 14 of the NDP Executive Summary Action 101.
Chapter 14 of the NDP Executive Summary Action 103.

24

Strategic Plan 2018-2023

B

PART
T

STRATEGIC
ORIENTED GOALS AND
STRATEGIC
OBJECTIVES
OBJECTIVES

STRATEGIC OUTCOME

Strategic Plan 2018-2023

25

26

Strategic Plan 2018-2023

7.		

Strategic Outcome Oriented Goals (SOOGs) and Strategic Objectives
(SOs)

Strategic Outcome
Oriented Goal 1

Prompt services delivered to all persons and
institutions in order to promote and maintain good
governance

Goal statement

Deliver prompt services to all persons and institutions
in order to promote and maintain good governance in
state affairs

Strategic Risk/s

Inability to implement the legislative mandate
Inability to meet Action 101 and 103 of Chapter 14 of
the NDP.
Increased litigation (completed cases taken on judicial
review due to binding nature of PPSA remedial action)
Justice delayed is justice denied.

Contributing
Factor/s

Lack of responses from organs of State
Increased number of complex matters.
Abuse of review process by organs of State

Risk Mitigation

Ensure adherence to Investigation Plans
Encourage skills transfer by delegating responsibilities
to senior investigators
More stringent internal review process
Use hard powers such as subpoenas, to encourage
organs of State to cooperate
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SO 1

Investigate and finalise reports promptly

Objective
Statement

Eliminate a backlog of 2 years and older cases,
investigate and finalise 30 formal reports annually
and adhere to defined turnaround times in finalising
investigations

Baseline

Formal reports were not included in the 2017/18
Strategic Plan, however, 34 reports were finalised
before the end of the financial year
The institution has a backlog of cases that are 2 years
and older
Some cases are not finalised within stipulated
turnaround times

Risk Description

Inadequate funding to procure services of specialised
skills such as architects, quantity surveyors, doctors, etc.
Inadequate cooperation from organs of State

Contributing
Factors

Not using the hard powers in many cases

Risk Mitigation

Continuous monitoring and evaluation of cases under
investigation

Strategic Initiatives

Rationing the number of formal reports to be produced
in line with capacities within specific branches and
provinces
Use hard powers such as subpoenas, to encourage
organs of State to cooperate
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SO 2

Implementation of remedial action

Objective
statement

100% follow-up on remedial action and settlement
agreement implementation

Baseline

Follow-up on implementation of remedial action is at
100%

Risk description

Non-implementation or delayed implementation of
remedial action and settlement agreements

Contributing
Factors

Limited Human Resource capacity to follow-up on
implementation of remedial action
Resistance by organs of state to implement remedial action

Risk Mitigation

Intensify engagements with organs of state to
implement remedial and settlement agreements.
Report MECs to premiers and legislatures
Report premiers to legislatures and presidency
Report ministers to the president
If constructive engagements fails, issuing of a
subpoena will be considered, while the last resort to
be considered is measures to implement contempt
of the Public Protector in line with section 11 of the
Public Protector Act

Strategic Initiatives

Dialogues with organs of state on investigations
challenges, including implementation of remedial
action

SO 3

Promote a culture of good governance

Objective
statement

To promote the culture of good governance in state
affairs through dialogues and engagements with 10
institutions annually

Baseline

Activities to promote good governance undertaken
include Good Governance Week and conducting
systemic investigations

Risk

Limited or no cooperation from targeted institutions

Contributing
Factors

The binding remedial action of the Public Protector
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Risk Mitigation

Ensure that during engagements with organs of state,
agreements are reached

Strategic Initiatives

Arrange meetings with organs of state

Strategic Outcome Oriented Goal 2: Accessible Public Protector Services
Strategic Outcome
Oriented Goal 2

Accessible Public Protector services

Goal statement

Public Protector services accessible to persons
and communities in local languages throughout all
municipal districts.

Strategic Risk

Under funding
Office location

Contributing
Factor/s

Vast geographic areas in provinces, making reaching
communities difficult

Risk Mitigation

Negotiate with organs of state to utilise their existing
gorvenment buildings to house PPSA

SO 4

Ease of access to Public Protector services

Objective
statement

To ensure that Public Protector services are accessible
to persons and communities, especially in rural areas

Baseline

More than 84 clinics were conducted per province

Risk

Limited access to Public Protector offices because of
location
Budgetary constraints to expand the number of clinics

Contributing
Factors

Limited access in terms of providing services for
persons with disabilities
Limited access to information by the public on the role
of the Public Protector
Challenge in communicating to all complainants in all
official languages
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Risk Mitigation

Increased the number of outreach clinics
Tailor make information to suit the needs of people
with disabilities
Collaborate with other State institutions to make
Public Protector services available in areas that are remote
Piggy back on existing communication platforms of
government platforms (e.g. GCIS)
Formulate a business case for funding

Strategic Initiatives

Implementation of the revised outreach plan

Strategic Outcome Oriented Goal 3: An effective and efficient people driven
organisation
Strategic Outcome
Oriented Goal 3

An effective and efficient people driven organisation

Goal statement

An effective and efficient organisation that
consistently achieves at least 90% of its intended
targets

Strategic Risk/s

Insufficient funding to fulfil the mandate of the
institution
Operational/institutional inefficiencies (human
capital/infrastructure in terms of ICT, etc.)
High attrition rate

Contributing
Factor/s

Unfavourable economic conditions, leading to budget cuts
Historical conditions, where the institution is funded as
if it still relies on the Department of Justice for corporate
support services
Nature of the work, where we do not have control over
the number of cases received

Risk Mitigation

Staff attraction and retention through improved
conditions of service
Team building initiatives.
Keep on engaging relevant government structures to
request for funding
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SO: 5

Develop and implement Information Communications
Technology to optimally support business objectives

Objective

To improve identified Information Communications

statement

Technology infrastructure and capacity

Baseline

Information Communications Technology infrastructure
is not fully capacitated to support institution’s needs

Risk

Limited ICT capacity to service all PPSA needs
Security and other threats to loss of data and records

Contributing
Factors

Inadequate ICT infrastructure in some offices

Risk Mitigation

Upgrading of infrastructure to support IT systems
Enhancing existing ICT competencies on ICT
governance

Strategic Initiatives

Implementation of King IV code
Implementation of ISO/IEC 38500 standard
Implementation of COBIT
Implementation of the Case Management System (CMS)
A business continuity plan will be finalised to ensure
plans are put in place to ensure that in an event
that any of the Public Protector offices is destroyed,
documents will be accessible and work of the office
will continue

SO: 6

Acquire office accommodation and pool vehicles

Objective
statement

To implement a new approach to acquiring office
accommodation and pool vehicles

Baseline

Most facilities/equipment is outsourced

Risk

Excessive rental payments on leasing

Contributing
Factors

Renting privately owned office buildings as opposed to
state-owned office buildings

Risk Mitigation

Engage DPW to identify state-owned buildings and
houses to rent.
Utilise MOU with Department of Justice to use
magistrates courts and DoJ houses as outreach clinics

Strategic Initiatives

Acquire state owned building/ office accommodation
and purchase pool vehicles
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SO: 7

Implement an institutional effectiveness turnaround
approach to improve efficiencies

Objective

Improve optimal use of business processes (Re-engineer

statement

the institution to deliver on its legislative mandate)

Baseline

The current organisational/institutional arrangement
does not effectively support its operations
Standard Operating procedures are in place and being
implemented

Risk

Non-alignment of the institution to support effective
implementation of its mandate

Contributing
Factors

Limited/inadequate resources to implement the
restructuring
Lack of human capital in certain units

Risk Mitigation

Capacitation of certain units
Implementation of the revised communication strategy

Strategic Initiatives

Development and implementation of an institutional
effectiveness turnaround approach
Develop critical outstanding policies/strategies
Filling of vacant positions and seek additional funding
from National Treasury

SO: 8

Obtain Clean Audit

Objective
statement

Obtain a clean audit annually

Baseline

Unqualified audit opinion with matters of emphasis

Risk

Reputational risk due to failure to obtain a clean audit

Contributing
Factors

Inadequate internal control environment.
Culture of non-compliance not effectively dealt with

Risk Mitigation

Tighten implementation of controls
Constant monitoring of implementation of action plans
to address audit findings

Strategic Initiatives

Develop action plans and monitor implementation
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Strategic Outcome
Oriented Goal 4

Oversight institutions and public complaints
mechanisms strengthened

Goal statement

To play a leading role in strengthening fellow
administrative oversight institutions in the country and
rest of Africa.

Strategic Risk/s

Inconsistent investigation approach or methods.
Competition with specialised investigating entities.
Placing reliance on the outcomes of cases investigated.

Contributing
Factor/s

Each ombudsman institution operating under different
set of laws, policies and procedures.

Risk Mitigation

Enforce Memorandum of Agreements and/or Service
Level Agreements

SO 9

Strengthen ombudsman institutions in South Africa and
Africa

Objective
statement

Strengthening of the role of ombudsman institutions
in SA and Africa through bilateral engagements, AOMA
and AORC activities

Baseline

PPSA is a member of AOMA and supports AORC in
activities that support other ombudsman institutions in
Africa

Risk

Limited or no cooperation from ombudsman
institutions

Contributing
Factors

Limited financial resources

Risk Mitigation

Offer support that is requested and agreed on

Strategic Initiatives

Support AORC operations for assist ombudsman
institutions in Africa
Make a contribution at AOMA meetings

8.		 Resource Considerations
The institution considered the budget allocation for the medium term and
allocated a big portion of the budget for investigations (the bulk being for
payment of investigative staff). The remaining amount is apportioned to deal
with stakeholder management and operations of the institution.
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Annual Performance Plan
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Vision 2023: Taking the Services of the Public Protector to the Grassroots
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FOREWORD BY THE
PUBLIC PROTECTOR
Adv. Busisiwe Mkhwebane

Having outlined our strategy which
is a detailed plan of action with long
term strategic goals and objectives
for the next five years, I now have the
pleasure of addressing the “how” part
in the form of the Annual Performance
Plan 2018/19 (APP).
A strategy is a detailed plan of action
with long term goals. For these
goals to be realised, the strategy
must be supplemented by an APP to
systematically and structurally set
in motion operations to achieve the
desired goals.
On pages 51-53, 57-59, and 64-65 we
clearly set out our Strategic Outcome
Oriented
Goals
and
Strategic
Objectives through which we believe
will bring us closer to our vision of
taking the services of this institution
to our citizens at grassroots level.
To this end, we have slightly tweaked
some of the performance targets to
embrace the new line of thinking
of being impactful at grassroots
level. For instance, for the first
time, we have set ourselves a target
of producing at least 30 formal
investigation reports by the end of
the financial year.
We further commit to finalising at
36
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least 10 systemic investigations
during the same period. In addition,
we undertake to finalise all cases that
have been on our dashboard for two
years and older.
On accessibility, our target reduced
from 756 to 208 outreach clinics
across the country due to a reduction
in the budget allocation to the
institution. However, there is greater
emphasis on targeting the grassroots.
While previously we tended to hold
our clinics anywhere, we are now
going to be biased in favour the
far-flung communities such as rural
villages and farming areas as well as
neglected settlements such as slums.
We will redouble our efforts to see to
it that all these targets are achieved
by the end of the financial year.
We intend to make the most of the
limited resources at our disposal to
deliver in this regard. Again, we look
to stakeholders in their diversity for
support as we will struggle to make
inroads without their backing.
Best wishes,
________________________________
Adv. Busisiwe Mkhwebane
Public Protector of South Africa
27 March 2018

Official sign-off
It is hereby certified that this Annual Performance Plan of the Public Protector
South Africa for the Financial Year (FY) 2018/19:
• Was developed by employees and management of the Public Protector
under the guidance of Advocate Busisiwe Mkhwebane;
•

Took into account all relevant policies, legislation and other mandates
for which the Public Protector is responsible for;

•

Was prepared in line with the current Strategic Plan of Public Protector; and

•

Accurately reflects the performance targets which Public Protector will
endeavour to achieve given the resources made available in the budget
for 2018/19.

Ms Machebane R Mothiba
Senior Manager: Strategic Support
Signature:_______________________
Date: 27 March 2018
Ms Nonhlanhla Dick
Acting Chief Financial Officer
Signature:_______________________
Date: 27 March 2018
Ms Nthoriseng Motsitsi
Acting Accounting Officer
Signature:_______________________
Date: 27 March 2018
Approved by:
Adv. Busisiwe Mkhwebane
Public Protector
Signature:_______________________
Date: 27 March 2018
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1.		 Situational Analysis
1.1

Vision

Empowered people and accountable public administration
1.2

Mission

To protect all persons against administrative injustices, improve service
delivery and promote good governance in state affairs
1.3

Institutional Purpose Statement

A catalyst for change in pursuit of good governance.
1.4

Principles and Values

Anchored in the pursuit of proper conduct in state affairs and the Batho Pele
principles, we seek to uphold and promote the principles of:
• Accountability;
•

Integrity;

•

Responsiveness; (AIR)

Furthermore our Institutional Value System is articulated by (PULE):
Passion

we will conduct our investigations with passion to
ensure that no one suffers prejudice

Ubuntu

we respect the constitutionally protected dignity
of all those we interact with as we deliver services
and manage our affairs and serve professionally with
humanity, empathy, compassion, understanding and
respect for every person’s human rights.

Leadership

we intend to lead by example in how we conduct
ourselves in the institution; from the lowest to the
highest position

Efficiency

we will deal with our customers and stakeholders with
a high level of professionalism, skill, good judgement
while ensuring speed and responsiveness in the delivery
our services.
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1.5

Value-Adding/Impactful Investigations

Public Protector South Africa aims to make an impact in the lives of the people
through addressing systemic challenges in organs of State. The result of our
investigations/reports is to influence organs of State to act appropriately for
the benefit of the people they serve.
The Public Protector would have made an impact when people at grassroots
level are empowered to the effect that they are able to demand, request and
engage government institutions to address their complaints before approaching
the Public Protector.
2.		 Updated situational analysis
2.1

Performance Delivery Environment

Below are details pertaining to the Strengths, Opportunities, Aspirations and
Results that have been taken into consideration in the development of the
Strategic and Annual Performance Plans
SOAR
Strengths

Description
•

We have hard powers such as binding remedial
action, subpoena, 3 strikes rule, etc.

•

Good Reputation of the Institution

•

We are the overarching oversight institution

•

Competent and experienced workforce

•

Diversity

•

Team work

•

Professionalism

•

United (speaking with one voice)

•

Good service (able to provide a good service and
justice to our customers)

•

Ability to resolve most complaints
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Opportunities

Aspirations

Results
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•

Trend setter (locally and internationally through
AORC)/To be the leading institution amongst
oversight bodies

•

Fostering relations with other institutions (MOU’s
and Response Protocols with state institutions)

•

Budget (Additional funds to fund our operations)

•

Working with other government institutions to get
access to skills such as forensic capacity

•

To expand PPSA footprint (with minimal capital)
though working with other institutions

•

Re-arrange structure to support optimal
functioning the Institution

•

Accessible to everyone in order to change ordinary lives

•

The most trusted institution

•

To empower people at the grassroots to exercise
their constitutional rights

•

To be the employer of choice and attract the best
workforce

•

Influence the practice of good governance in
organs of State

•

Help to resolve systemic challenges within organs of
State

•

To be the epitome of excellence in our work

•

No backlog of cases/Reduced case load

•

Fewer customer complaints against PPSA

•

Fewer reviews

•

An accessible PPSA as required by section 182(4)
of the Constitution

•

Consistently high performing institution (e.g.
Quality reports produced timeously)

•

Improved service delivery

•

A trusted institution

•

Happy & healthy employees

•

Improved Stakeholder relations
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2.2

Organisational Delivery Environment

The institution is structured mainly in terms of core and support functions.
The institution is also represented in all nine provinces, including nine regional
offices. In total, there are nineteen offices across the country. Key to the
performance of the institution is our ability to fulfil our legislative mandate
and the realisation of vision 2023. We receive cases that are categorised as
Early Resolution, Service Delivery and Good Governance. Early Resolution cases
are predominantly simple matters that deal with bread and butter issues such
as the undue delay in processing a pension pay out. Service Delivery cases
deal with alleged failure of organs of state to deliver services to communities
such as water provision. Good Governance cases focuses on conduct failure
investigations where allegations such as tender irregularities and conduct of
members of Parliament are investigated. Furthermore, it is vital for the Public
Protector to work with organs of State on a continuous basis until the remedial
action imposed by the Public Protector is implemented.
The institution is under pressure to finalise cases that have already
superannuated, while at the same time having to deal with new cases with
limited resources at hand. The caseload per investigator is high considering
the increasing number of complex cases received by the institution. Complex
cases takes time to finalise and may need specialised skills in other fields such
as forensics, quantity surveying, etc. that the institution does not have inhouse. In terms of remedial action, the compliance unit is under capacitated to
effectively deal with all the required follow-ups with organs of State.
Risk Management in the Institution is another important area that complements
the efficiencies and effectiveness of the organisation. Early warnings are derived
from a risk register and as a result, the institution is in a better position to respond
to such early warnings. Therefore the risk unit needs to have increased capacity.
The expansion of services to comply with the constitutional injunction on
universal access has also been severely affected by financial constraints,
leading to a strategic decision to partner with other institutions in the coming
years. We are exploring options for optimal physical access by approaching
organs of State to utilise government buildings such as magistrates courts based
on the conclusion of relevant Memoranda of Understanding (MOUs) with the
Department of Justice and Correctional Services and other institutions such as
traditional councils and municipalities.
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As a result of budgetary constraints, the institution had to cut down on
important projects or defer them to other financial years. Such projects include
implementation of the Disaster Recovery System, having an in-house internal
audit function, implementing institutional effectiveness turnaround approach,
having an integrated security system and expanding the footprint of the office,
training/capacity building of staff. The financial situation has gotten worse
and threaten the institution’s ability to execute its Constitutional mandate
effectively.
The approved organisational structure of the Public Protector South Africa has
never been fully funded, which hampers its ability to rigorously investigate and
finalise cases on time. The situation is further exacerbated by the fact that the
corporate support services, particularly human resources support services, have
buckled under pressure as they were created at the time the Public Protector
systematically severed from the administrative support rendered by the
Department of Justice and were still relying on that department for additional
corporate support services. When compared with the corporate structure of the
Auditor General, a fellow Chapter 9 institution with a similar oversight mandate
covering the entire state and even more, the Public Protector’s approved
organisational structure is grossly inadequate. PPSA is expected to investigate
any conduct in state affairs meaning, the kind of resourcing is inadequate for
an institution whose mandate is so broad it covers the 39 National Government
Departments, 90 Provincial Government Departments, 258 Municipalities and
countless other State Institutions, including State-Owned Enterprises.
Limited office space also continues to be a challenge. This has resulted in a
deterioration of working conditions with several employees being forced
to share offices and some offices not meeting the basic requirements of the
Occupational Health and Safety Act. Security in various offices has also become
a major risk and several break-ins and muggings have been reported in Provincial
and Regional Offices. This is a matter of serious concern. Due to financial
constraints, Public Protector South Africa has not been able to relocate high
risk Provincial Offices with required urgency. Over the medium term, PPSA will
explore the option of procuring state-owned buildings including rentals though
the Department of Public Works.
The institution is a member of AOMA and is responsible for managing AORC.

44

Annual Perfomance Plan 2018-19

2.3

Revisions to legislative and other mandates

Request for the amendment of the Public Protector Act 23 of 1994 will have the
following impact on the institution once effected:
•

Financial benefit through recovery of service charges from organs of State

•

Improve investigations by streamlining certain definitions and investigation
proceedings

•

Improved cooperation from organs of State because of the strengthening of
contempt of Public Protector processes

•

Strengthen the role of the National Assembly in fulfilling its oversight over
the executive

•

Improve the efficiency of the office by correcting certain administrative
deficiencies such as clarifying the roles and powers of the Public Protector
and the Chief Executive Officer

Annual Perfomance Plan 2018-19
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149 063

171 244

155 755

134 480

237 265

211 101

Current payments
Compensation of
employees

Salaries and wages

237 265

3 330

153 873

80 062

211 101

6 823

133 838

70 440

Audited
Outcome

Audited
Outcome

Total
Economic classification

Stakeholder Management

Investigations

Administration

2015/16

2014/15

Expenditure Estimates

180 238

202 513

293 467

293 467

5 275

174 673

113 519

Audited
Outcome

2016/17

Overview of the 2018/2019 Budget and MTEF Estimates

Rand thousand
Objective/Activity

3.1

3.

191 032

217 081

301 831

301 831

14 095

173 815

113 921

Approved
budget

2017/18

230 718

250 132

311 362

311 362

12 965

180 395

118 002

Revised
budget
estimate

2018/19

243 637

264 139

323 495

323 495

13 694

189 324

120 477

Revised
budget
estimate

2019/20

257 202

278 668

341 286

341 286

14 448

199 742

127 096

Revised
budget
estimate

2020/21
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Other

Travel and subsistence

Training and staff
development

Repairs and maintenance

Lease payments

Consultants

Computer services

Communication

Of which 1

Goods and services

Social contributions

17 171

4 988

559

121

11 423

4 441

7 351

1 924

47 978

25 447

3 877

1 071

22

11 710

7 618

7 427

1 902

59 074

22 181

Audited
Outcome

Audited
Outcome

21 275

2015/16

2014/15

33 404

9 494

1 125

546

16 549

10 737

11 357

2 158

85 370

22 275

Audited
Outcome

2016/17

17 496

4 430

2 362

34

15 500

8 641

8 267

1 032

76 867

26 049

Approved
budget

2017/18

12 291

2 150

1 000

36

15 797

9 142

11 387

1 087

52 889

19 414

Revised
budget
estimate

2018/19

10 018

2 271

1 056

38

16 681

9 654

12 393

1 148

53 259

20 502

Revised
budget
estimate

2019/20

10 550

2 397

1 114

58

17 599

10 185

13 074

1 210

56 187

21 466

Revised
budget
estimate

2020/21
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237 265

211 101

293 467

268

268

59

59

5 257

2016/17
Audited
Outcome

301 831

981

981

-

-

6 902

2017/18
Approved
budget

Relating expenditure trends to Strategic outcome oriented goals

349

349

306

306

6 292

549

549

279

279

6 540

2015/16
Audited
Outcome

311 362

1 038

1 038

-

-

7 303

2018/19
Revised
budget
estimate

323 495

1 096

1 096

-

-

5 000

2019/20
Revised
budget
estimate

341 286

1 156

1 156

-

-

5 275

2020/21
Revised
budget
estimate

The revised budget for PPSA in 2018/19 amount to R311 million of which R250 million (80%) is allocated to compensation of
employees. Programme 2 continues to be the largest cost driver as the ratio for investigative vs administrative personnel is 55%
to 45% respectively.
Budget for goods and services reduced from R76.8 million in 2017/18 to R52.9 million in 2018/19 but will continue to grow with
the annual projected CPI rates. The biggest cost drivers relate to computer services (Microsoft licences and payments to SITA),
payment for legal fees, rental for office buildings, municipal services and cleaning services.

3.2

Total Expenditure

Interest

Interest, dividends and
rent on land

Sale of fixed assets

Losses from

Depreciation

2014/15
Audited
Outcome

B

PART
T

PROGRAMME

AND SUB-PROGAMME

PLANS
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4.		 Part B: Programme and sub-programme plans
4.1

Programme 1: Administration

Strategic Outcome Oriented Goal 3: An effective and efficient people driven
organisation
Strategic Outcome
Oriented Goal 3

An effective and efficient people driven organisation

Goal statement

An effective and efficient organisation that
consistently achieves at least 90% of its intended
targets

Strategic Risk/s

Insufficient funding to fulfil the mandate of the
institution
Operational/institutional inefficiencies (human
capital/infrastructure in terms of ICT, etc.)
High attrition rate

Contributing
Factor/s

Unfavourable economic conditions, leading to budget
cuts
Historical conditions, where the institution is funded as
if it still relies on the Department of Justice for corporate
support services
Nature of the work, where we do not have control over
the number of cases received

Risk Mitigation

Staff attraction and retention through improved
conditions of service
Team building initiatives.
Keep on engaging relevant government structures to
request for funding
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SO: 5

Develop and implement Information Communications
Technology to optimally support business objectives

Objective
statement

To improve identified Information Communications
Technology infrastructure and capacity

Baseline

Information Communications Technology infrastructure
is not fully capacitated to support institution’s needs

Risk

Limited ICT capacity to service all PPSA needs
Security and other threats to loss of data and records

Contributing
Factors

Inadequate ICT infrastructure in some offices

Risk Mitigation

Upgrading of infrastructure to support IT systems
Enhancing existing ICT competencies on ICT
governance

Strategic Initiatives

Implementation of King IV code
Implementation of ISO/IEC 38500 standard
Implementation of COBIT
Implementation of the Case Management System (CMS)
A business continuity plan will be finalised to ensure plans
are put in place to ensure that in an event that any of
the Public Protector offices is destroyed, documents will
be accessible and work of the office will continue

SO: 6

Acquire office accommodation and pool vehicles

Objective
statement

To implement a new approach to acquiring office
accommodation and pool vehicles

Baseline

Most facilities/equipment is outsourced

Risk

Excessive rental payments on leasing

Contributing
Factors

Renting privately owned office buildings as opposed to
state-owned office buildings

Risk Mitigation

Engage DPW to identify state-owned buildings and
houses to rent.
Utilise MOU with Department of Justice to use
magistrates courts and DoJ houses as outreach clinics

Strategic Initiatives

Acquire state owned buildings/office accommodation
and purchase pool vehicles
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SO: 7

Implement an institutional effectiveness turnaround
approach to improve efficiencies

Objective

Improve optimal use of business processes (Re-engineer

statement

the institution to deliver on its legislative mandate)

Baseline

The current organisational/institutional arrangement
does not effectively support its operations
Standard Operating procedures are in place and being
implemented

Risk

Non-alignment of the institution to support effective
implementation of its mandate

Contributing
Factors

Limited/inadequate resources to implement the
restructuring
Lack of human capital in certain units

Risk Mitigation

Capacitation of certain units
Implementation of the revised communication strategy

Strategic Initiatives

Development and implementation of an institutional
effectiveness turnaround approach
Develop critical outstanding policies/strategies
Filling of vacant positions and seek additional funding
from National Treasury

SO: 8

Obtain Clean Audit

Objective
statement

Obtain a clean audit annually

Baseline

Unqualified audit opinion with matters of emphasis

Risk

Reputational risk due to failure to obtain a clean audit

Contributing
Factors

Inadequate internal control environment.
Culture of non-compliance not effectively dealt with

Risk Mitigation

Tighten implementation of controls
Constant monitoring of implementation of action plans
to address audit findings

Strategic Initiatives

Develop action plans and monitor implementation
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Percentage of
development
and
implementation
of a turnaround
strategy

Percentage of
implementation
of ICT
infrastructure

Develop and
implement
Information
Communications
Technology
to optimally
support business
objectives

Performance
Indicator

Implement an
institutional
effectiveness
turnaround
approach
to improve
efficiencies

Strategic
Objective

N/A

N/A

N/A Video conferencing,
integrated
telephone
management
system were not
implemented
whereas e-mail
encryption was
implemented

N/A N/A

2015/16
2016/17 Estimated
Audited
Audited Performance
Performance Performance 2017/18

Audited Performance

100%
implementation
of hard drive
encryption

N/A

100%
implementation
of Phase 1
of Disaster
Recovery
System

N/A

2018/19 Target 2019/20 Target

Medium targets

100%
implementation
of Phase 2
of Disaster
Recovery
System

100%
development of
an institutional
effectiveness
turnaround
approach

2020/21 Target
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Obtain a clean
Audit

N/A

N/A

Acquire longN/A
term stateowned office
accommodation

Acquire office
Number of
accommodation pool vehicles
and pool vehicles acquired

Obtain clean
audit

N/A

N/A

N/A

A Project Plan to
implement the
recommendations of
the feasibility study
(for in-sourcing
of infrastructure)
was developed and
approved
A Project Plan to
implement the
recommendations of
the feasibility study
(for in-sourcing of
infrastructure)
was developed and
approved

Obtained
unqualified audit
opinion

Sustain an
unqualified
audit opinion

Implement the
clean audit
strategy in line
with stipulated
time frames

Engage DPW to
avail a list of
vacant stateowned buildings
to acquire

Acquire 3 pool
vehicles

Eradicate all
month-to-month
rentals and
acquire longterm stateowned office
accommodation
instead

Acquire 3 pool
vehicles

Reduce the
number of
audit findings
Reduce the
number of audit by 70%
findings by 50%

Sustain an
unqualified
audit opinion
with less than
3 emphasis of
matter

Develop and
implement the
approved clean
audit strategy

Acquire
100% office
accommodation
from stateowned buildings
on a long-term
basis

Acquire 3 pool
vehicles

Achieve and
sustain a clean
audit opinion
annually
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Engage DPW to
avail a list of
vacant stateowned buildings
to acquire

Acquire longterm stateowned office
accommodation

Acquire office
Number of
accommodation pool vehicles
and pool vehicles acquired

Develop and
implement the
approved clean
audit strategy
Sustain an
unqualified audit
opinion with less
than 3 emphasis
of matter
Reduce the
number of audit
findings by 50%
Acquire 3 pool
vehicles

Obtain a clean
Audit

Write a
submission to
DPW to request
a list of available
state-owned
buildings to
acquire

Get quotations
for the vehicles

Develop a clean
audit strategy

25%
implementation
of hard drive
encryption

100%
implementation
of hard drive
encryption

Obtain clean
audit

Quarter 1

2018/19 Target

Performance
Indicator
Percentage of
implementation
of ICT
infrastructure

Strategic
Objective
Develop and
implement
Information
Communications
Technology
to optimally
support business
objectives

Quarterly Targets for programme 1

Make follow-ups
with DPW on the
list of available
state-owned
buildings to
acquire until the
list is submitted

Acquire 3
vehicles

Implementation
of a clean audit
strategy

50%
implementation
of hard drive
encryption

Quarter 2

Make follow-ups
with DPW on the
list of available
state-owned
buildings to
acquire until the
list is submitted

Delivery of 3
vehicles

Implementation
of a clean audit
strategy

75%
implementation
of hard drive
encryption

Quarter 3

2018/19
Budget
R20 000

R 750 000

Receive a list of R0
available stateowned buildings
to acquire from
DPW

N/A

Implementation R0
of a clean audit
strategy
Sustain an
unqualified audit
opinion with less
than 3 emphasis
of matter
Reduce the
number of audit
findings by 50%

100%
implementation
of hard drive
encryption

Quarter 4

4.2

Programme 2: Investigations

Strategic Outcomes Oriented Goal 1: Prompt services delivered to all persons
and institutions in order to promote and maintain good governance
Strategic Outcome
Oriented Goal 1

Prompt services delivered to all persons and
institutions in order to promote and maintain good
governance

Goal statement

Deliver prompt services to all persons and institutions
in order to promote and maintain good governance in
state affairs

Strategic Risk/s

Inability to implement the legislative mandate
Inability to meet Action 101 and 103 of Chapter 14 of
the NDP.
Increased litigation (completed cases taken on judicial
review) due to binding nature of of PPSA remedial
action

Contributing
Factor/s

Lack of responses from organs of State
Increased number of complex matters.
Abuse of review process by organs of State

Risk Mitigation

Inability to implement the legislative mandate
Inability to meet Action 101 and 103 of Chapter 14 of
the NDP.
Increased litigation (completed cases taken on judicial
review due to binding nature of PPSA remedial action)
Justice delayed is justice denide.
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Strategic Objective (SO)
SO 1

Investigate and finalise reports promptly

Objective
Statement

Eliminate a backlog of 2 years and older cases,
investigate and finalise 30 formal reports annually
and adhere to defined turnaround times in finalising
investigations

Baseline

Formal reports were not included in the 2017/18
Strategic Plan, however, 34 reports were finalised
before the end of the financial year
The institution has a backlog of cases that are 2 years
and older
Some cases are not finalised within stipulated
turnaround times

Risk Description

Inadequate funding to procure services of specialised
skills such as architects, quantity surveyors, doctors,
etc.
Inadequate cooperation from organs of State

Contributing
Factors

Not using the hard powers in many cases

Risk Mitigation

Continuous monitoring and evaluation of cases under
investigation

Strategic Initiatives

Rationing the number of formal reports to be produced
in line with capacities within specific branches and
provinces
Use hard powers such as subpoenas, to encourage
organs of State to cooperate
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SO 2

Implementation of remedial action

Objective
statement

100% follow-up on remedial action and settlement
agreement implementation

Baseline

Follow-up on implementation of remedial action is at
100%

Risk description

Non-implementation or delayed implementation of
remedial action and settlement agreements

Contributing
Factors

Limited Human Resource capacity to follow-up on
implementation of remedial action
Resistance by organs of state to implement remedial
action

Risk Mitigation

Intensify engagements with organs of state to
implement remedial and settlement agreements. If
constructive engagements fail, issuing of a subpoena
will be considered, while the last resort to be
considered is measures to implement contempt of the
Public Protector in line with section 11 of the Public
Protector Act

Strategic Initiatives

Dialogues with organs of state on investigations
challenges, including implementation of remedial
action

SO 3

Promote a culture of good governance

Objective
statement

To promote the culture of good governance in state
affairs through dialogues and engagements with 10
institutions annually

Baseline

Activities to promote good governance undertaken
include Good Governance Week and conducting
systemic investigations

Risk

Limited or no cooperation from targeted institutions

Contributing
Factors

The binding remedial action of the Public Protector

Risk Mitigation

Ensure that during engagements with organs of state,
agreements are reached

Strategic Initiatives

Arrange meetings with organs of state
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Investigate and
finalise reports
promptly

Annual Perfomance Plan 2018-19

N/A

N/A

N/A

Number of
formal reports
finalised

Investigation
and finalisation
of systemic
investigations/
interventions

Percentage
of adherence
to turnaround
times in
finalisation of
cases

2015/16
Audited
Performance

Performance
Indicator

Strategic
Objective

Audited Performance
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N/A N/A

Finalise 100%
of cases within
the following
turnaround times:
ER: 6 months (as
at 1 April 2018)
SD: 12 months (as
at 1 April 2018)
GGI: 24 months
(as at 1 April 2017)

Finalise 100%
of cases within
the following
turnaround
times:
ER: 4 months
SD: 10 months
GGI: 18
months

Identify and
investigate
2 systemic
investigations/
interventions

Finalise 100%
of cases within
the following
turnaround
times:
ER: 3 months
SD: 9 months
GGI: 12 months

Finalise 2
systemic
investigations/
interventions
identified in
2019/20 by 31
March 2021

Finalise 30
formal reports
by 31 March
2021

2019/20 Target 2020/21 Target

Finalise 30 formal Finalise 30
reports by 31
formal reports
March 2019
by 31 March
2020

2018/19 Target

1 systemic
7 systemic Finalise 10
investigations/ investigations/ systemic
interventions interventions investigations
was finalised were finalised identified in
previous financial
years

N/A N/A

2016/17 Estimated
Audited Performance
Performance 2017/18

Medium targets
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Implementation
of remedial
action and
settlement
agreements

Percentage
N/A
of remedial
action matters
followed up

N/A

N/A

Promote a
Number of
N/A
culture of good dialogues held
governance
with organs
of State on
systemic
challenges

2015/16
2016/17
Audited
Audited
Performance Performance
N/A

Percentage of
2 years and
older cases
finalised

Performance
Indicator

N/A

Investigate and
finalise reports
promptly

Strategic
Objective

Audited Performance

100% of
remedial
action
matters were
followed up

10
consultations
held

N/A

Estimated
Performance
2017/18

100% follow up of
remedial action
matters by 31
March 2019

10 dialogues held
with organs of
State on systemic
challenges by 31
March 2019

100% follow
up of remedial
action matters
by 31 March
2020

10 dialogues
held with
organs of
State on
systemic
challenges by
31 March 2020

100% follow
up of remedial
action matters
by 31 March
2021

10 dialogues
held with
organs of State
on systemic
challenges by
31 March 2021

Finalise 100%
of 2 years and
older cases by
31 March 2021

2019/20 Target 2020/21 Target

Finalise 100%
Finalise 100%
of 2 years and
of 2 years and
older cases by 31 older cases by
March 2019
31 March 2020

2018/19 Target

Medium targets
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Finalise 30
formal reports
by 31 March 2019
Finalise 10
systemic
investigations
identified
in previous
financial years
Finalise 100%
of cases within
the following
turnaround
times:
ER: 6 months
(as at 1 April
2018)
SD: 12 months
(as at 1 April
2018)
GGI: 24
months (as at
1 April 2017)

Number of
formal reports
finalised
Investigation
and
finalisation of
systemic
investigations/
interventions

Percentage
of adherence
to turnaround
times in
finalisation of
cases

Investigate and
finalise reports
promptly

Quarter 2

Quarter 3

Quarter 4

2018/19
Budget

Finalise 3
systemic
investigations/
interventions
identified
in previous
financial years
Finalise 100%
of cases within
the following
turnaround
times:
ER: 6 months
(as at 1 April
2018)
SD: 12 months
(as at 1 April
2018)
GGI: 24
months (as at
1 April 2017)

Finalise 2
systemic
investigations/
interventions
identified
in previous
financial years
Finalise 100%
of cases within
the following
turnaround
times:
ER: 6 months
(as at 1 April
2018)
SD: 12 months
(as at 1 April
2018)
GGI: 24
months (as at
1 April 2017)

Finalise 1
systemic
investigation/
intervention
identified
in previous
financial years
Finalise 100%
of cases within
the following
turnaround
times:
ER: 6 months
(as at 1 April
2018)
SD: 12 months
(as at 1 April
2018)
GGI: 24
months (as at
1 April 2017)

Finalise 100% R0
of cases within
the following
turnaround
times:
ER: 6 months
(as at 1 April
2018)
SD: 12 months
(as at 1 April
2018)
GGI: 24
months (as at
1 April 2017)

Finalise 4
R0
systemic
investigations/
interventions
identified
in previous
financial years

Finalise 4
Finalise 4
Finalise 10
Finalise 12
R0
formal reports formal reports formal reports formal reports

2018/19 Target Quarter 1

Strategic Objective Performance
Indicator

Quarterly Targets for programme 2
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3 dialogues
held with
organs of
State on
systemic
challenges

100% of 2
years and
older cases
finalised

Quarter 4

R0

R0

2018/19
Budget

100% follow
20% follow up 40% follow up 60% follow up 100% follow
R0
up of remedial of remedial
of remedial
of remedial
up of remedial
action matters action matters action matters action matters action matters
by 31 March
2019

3 dialogues
held with
organs of
State on
systemic
challenges

Percentage
of remedial
action matters
followed up

2 dialogues
held with
organs of
State on
systemic
challenges

Implementation
of remedial
action

2 dialogues
held with
organs of
State on
systemic
challenges

Number of
dialogues held
with organs
of State on
systemic
challenges

Promote a
culture of good
governance

10 dialogues
held with
organs of
State on
systemic
challenges by
31 March
2019

Finalise 100% 10% of 2 years 40% of 2 years 60% of 2 years
of 2 year and and older
and older
and older
older cases by cases finalised cases finalised cases finalised
31 March 2019

Percentage of
2 years and
older cases
finalised

Quarter 3

Investigate and
finalise reports
promptly

Quarter 2

2018/19 Target Quarter 1

Strategic Objective Performance
Indicator

4.3

Programme 3: Stakeholder Management

Strategic Outcome Oriented Goal 2: Accessible Public Protector Services
Strategic Outcome
Oriented Goal 2

Accessible Public Protector services

Goal statement

Public Protector services accessible to persons
and communities in local languages throughout all
municipal districts.

Strategic Risk

Under funding
Office location

Contributing
Factor/s

Vast geographic areas in provinces, making reaching
communities difficult

Risk Mitigation

Negotiate with organs of state to utilise their existing
buildings to house PPSA

SO 4

Ease of access to Public Protector services

Objective
statement

To ensure that Public Protector services are accessible
to persons and communities, especially in rural areas

Baseline

More than 84 clinics were conducted per province

Risk

Limited access to Public Protector offices because of
location
Budgetary constraints to expand the number of clinics

Contributing
Factors

Limited access in terms of providing services for
persons with disabilities
Limited access to information by the public on the role
of the Public Protector
Challenge in communicating to all complainants in all
official languages

Risk Mitigation

Increased the number of outreach clinics
Tailor make information to suit the needs of people
with disabilities
Collaborate with other State institutions to make
Public Protector services available in areas that are
remote
Piggy back on existing communication platforms of
government platforms (e.g. GCIS)
Formulate a business case for funding

Strategic Initiatives

Implementation of the revised outreach plan
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Strategic Outcome
Oriented Goal 4

Oversight institutions and public complaints
mechanisms strengthened

Goal statement

To play a leading role in strengthening fellow
administrative oversight institutions in the country and
rest of Africa.

Strategic Risk/s

Inconsistent investigation approach or methods.
Competition with specialised investigating entities.
Placing reliance on the outcomes of cases investigated.

Contributing
Factor/s

Each ombudsman institution operating under different
set of laws, policies and procedures.

Risk Mitigation

Enforce Memorandum of Agreements and/or Service
Level Agreements

SO 9

Strengthen ombudsman institutions in South Africa and
Africa

Objective
statement

Strengthening of the role of ombudsman institutions
in SA and Africa through bilateral engagements, AOMA
and AORC activities

Baseline

PPSA is a member of AOMA and supports AORC in
activities that support other ombudsman institutions in
Africa

Risk

Limited or no cooperation from ombudsman
institutions

Contributing
Factors

Limited financial resources

Risk Mitigation

Offer support that is requested and agreed on

Strategic Initiatives

Support AORC operations for assist ombudsman
institutions in Africa
Make a contribution at AOMA meetings
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Ease of
access
to Public
Protector
services

Strategic
Objective

N/A

N/A

Number of radio
slots conducted

N/A

2015/16
Audited
Performance
N/A

Number of
Public Protector
roadshows
conducted

Number of MOUs
entered into
to expand the
footprint

Number of
outreach clinics
conducted across
the country

Performance
Indicator

Audited Performance

NA/

N/A

N/A

N/A

N/A N/A

Estimated
2016/17 Performance
Audited 2017/18
Performance
N/A 84 clinics
were
conducted
per province
on average

Conduct 4
radio slots per
province per
annum

100%
implementation
of all the MOUs
Conduct
9 Public
Protector
roadshows by
31 March 2019

Enter into
MOUs with the
Department
of Justice and
9 provincial
Speakers

Conduct 208
outreach clinics
across the
country by 31
March 2019

Conduct 208
outreach clinics
across the country
by 31 March 2021

2020/21 Target

Conduct
9 Public
Protector
roadshows by
31 March 2020
Conduct 4
radio slots per
province per
annum

Conduct 4 radio
slots per province
per annum

Conduct 9
Public Protector
roadshows by 31
March 2021

Enter into
100%
MOUs with all
implementation of
metropolitan
all the MOUs
and, all district
municipalities
100%
implementation
of all the MOUs

Conduct 208
outreach clinics
across the
country by 31
March 2020

2018/19 Target 2019/20 Target

Medium targets
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Ease of
access
to Public
Protector
services
Oversight
institutions
and public
complaints
mechanisms
strengthened

Strategic
Objective

Percentage of
AOMA EXCO
meetings
attended by the
Public Protector

N/A

N/A

N/A

N/A
Percentage of
AORC board
meetings chaired
by the Public
Protector
N/A

A bilateral
agreement
was entered
into between
PPSA and
the Health
Ombudsman
N/A

Estimated
Performance
2017/18

2016/17
Audited
Performance
N/A
N/A

N/A

2015/16
Audited
Performance
N/A

N/A

Number of
bilateral
agreements
entered into
annually

Number of
national events
conducted

Performance
Indicator

Audited Performance

Public
Protector to
chair 100%
of scheduled
AORC board
meeting by 31
March 2019
Public
Protector to
attend 100%
of scheduled
AOMA EXCO
meetings by
31 March 2019

Enter into
1 bilateral
agreement with
an ombudsman
institution by
31 March 2019

Conduct 5
national events
by
31 March 2019

2018/19 Target

Medium targets
2020/21 Target

Public
Protector to
chair 100%
of scheduled
AORC board
meeting by 31
March 2020
Public
Protector to
attend 100%
of scheduled
AOMA EXCO
meetings by 31
March 2020

Enter into
1 bilateral
agreement with
an ombudsman
institution by
31 March 2020

Public Protector
to attend 100% of
scheduled AOMA
EXCO meetings by
31 March 2021

Public Protector
to chair 100% of
scheduled AORC
board meeting by
31 March 2021

Enter into
1 bilateral
agreement with
an ombudsman
institution by 31
March 2021

Conduct 5
Conduct 5 national
national events events by
by
31 March 2021
31 March 2020

2019/20 Target
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Number of
outreach
clinics
conducted
across the
country
Number of
MOUs
entered into
to expand the
footprint

Ease of
access
to Public
Protector
services

Conduct 52
outreach
clinics across
the country
per quarter

Quarter 4

Conduct 1
national event

N/A

Number of
Conduct 5
Conduct 1
Conduct 2
Conduct 1
national events national events
national event national event national event
conducted
by 31 March 2019

N/A

Conduct 1
radio slot per
province per
quarter

Conduct 1
radio slot per
province per
quarter

Conduct 4
radio slots per
province per
annum

Conduct 1
radio slot per
province per
quarter

Conduct
9 Public
Protector
roadshows

100%
implementation
of all the MOUs
Develop a
Conduct 9
Public Protector plan for the
roadshows by 31 roadshows
March 2019

2018/19
Budget

R20 000

R360 000

R450 000

R1 000 000

Negotiate,
100%
100%
100%
R0
implementation implementation implementation
draft and
sign-off MOUs of all the MOUs of all the MOUs of all the MOUs
with the
Department
of Justice and
9 provincial
Speakers

Conduct 52
outreach
clinics across
the country
per quarter

Quarter 3

Enter into MOUs
with the
Department
of Justice and
9 provincial
Speakers

Conduct 52
outreach
clinics across
the country
per quarter

Quarter 2

Conduct 52
outreach
clinics across
the country
per quarter

Quarter 1

Conduct 208
outreach clinics
across the
country by 31
March 2019

2018/19 Target

Conduct 1
radio slot per
province per
quarter

Number
of Public
Protector
roadshows
conducted
Number of
radio slots
conducted

Performance
Indicator

Strategic
Objective

Quarterly Targets for programme 3
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Public Protector
to attend 100%
of scheduled
AOMA EXCO
meetings

Public Protector
to chair 100% of
scheduled AORC
board meetings

Percentage of
AORC board
meetings
chaired by
the Public
Protector

Percentage of
AOMA EXCO
meetings
attended by
the Public
Protector

Enter into
1 bilateral
agreement with
an ombudsman
institution by 31
March 2019

Number of
bilateral
agreements
entered into
annually

Strengthening
of the role of
ombudsman
institutions

2018/19 Target

Performance
Indicator

Strategic
Objective

Public
Protector to
attend any
scheduled
AOMA EXCO
meeting

Public
Protector
to chair any
scheduled
AORC board
meeting

Identify an
ombudsman
institution
to enter into
an bilateral
agreement
with

Quarter 1

Public
Protector to
attend any
scheduled
AOMA EXCO
meeting

Public
Protector
to chair any
scheduled
AORC board
meeting

Negotiate with
the identified
ombudsman
institution
and draft
a bilateral
agreement

Quarter 2

Public
Protector to
attend any
scheduled
AOMA EXCO
meeting

Public
Protector
to chair any
scheduled
AORC board
meeting

Conclude
and sign the
bilateral
agreement

Quarter 3

Public
Protector to
attend any
scheduled
AOMA EXCO
meeting

Public
Protector
to chair any
scheduled
AORC board
meeting

Implement
the bilateral
agreement

Quarter 4

R600 000

R200 000

R0

2018/19
Budget

5.Technical Indicator Descriptions
Indicator title

Percentage of implementation of ICT infrastructure

Purpose/
importance

To ensure the institution’s information is protected
by encrypting data stored on a hard drive using
sophisticated mathematical functions. This will ensure
that data on an encrypted hard drive cannot be read
by anyone who does not have access to the appropriate
key or password. It also helps prevent access to data
by unauthorised person/s and provide a layer of
security against hackers and other online threats

Source/collection
of data

Reports on existing infrastructure, sign off of the hard
drive encryption

Method of
calculation

Simple count. The institution will install hard drive
encryption to computers/laptops in all outstanding 17
offices. The calculation will be based on the number
of offices completed, not the number of computers/
laptops
Percentage = number of offices with encrypted hard
drives/total number of offices X 100

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Senior Manager: ICT

Reporting
responsibility

Senior Manager: ICT

Target set for the
financial year

100% implementation of hard drive encryption

lT Systems used to
capture data

Microsoft word

Indicator title

Obtain a clean Audit

Purpose/
importance

To adhere to legislative and policy prescripts

Source/collection
of data

Quarterly reports on implementation of Audit Action
Plan
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Method of
calculation

No calculation

Data limitation

None

Type of indicator

Output Indicator

Calculation type

N/A

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

lndicator
responsibility

CFO, all executive managers, all senior managers

Reporting
responsibility

CFO

Target set for the
financial year

Develop and implement the approved clean audit strategy
Sustain an unqualified audit opinion with less than 3
emphasis of matter
Reduce the number of audit findings by 50%

lT Systems used to
capture data

Microsoft word and Microsoft Excel

Indicator title

Number of pool vehicles acquired

Purpose/
importance

To save costs for the institution

Source/collection
of data

Quarterly reports on progress of the project

Method of
calculation

Simple count

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Non-commulative

Reporting cycle

Quarterly

New indicator

Revised indicator

Desired
performance

100% achievement of target

lndicator
responsibility

Senior Manager: Facilities Management

Reporting
responsibility

CFO
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Target set for the
financial year

Acquire 3 pool vehicles

lT Systems used to
capture data

Microsoft word

Indicator title

Acquire long-term state-owned office accommodation

Purpose/
importance

To save costs for the institution

Source/collection
of data

Letters sent to DPW and responses thereof

Method of
calculation

No calculation

Data limitation

None

Type of indicator

Output Indicator

Calculation type

N/A

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Senior Manager: Facilities Management

Reporting
responsibility

CFO

Target set for the
financial year

Engage DPW to avail a list of vacant state-owned
buildings to acquire

lT Systems used to
capture data

Microsoft word

Indicator title

Number of formal reports finalised

Purpose/
importance

To investigate and finalise reports promptly

Source/collection
of data

Investigation Branches and Provincial case statistics
and formal reports

Method of
calculation

Simple count

Data limitation

Reliability of cases statistical information because of
manual capturing of cases data
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Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

All Investigation Branch Heads from AJSD, GGI and PII

Reporting
responsibility

All Investigation Branch Heads from AJSD, GGI and PII

Target set for the
financial year

Finalise 30 formal reports by 31 March 2019

lT Systems used to
capture data

Excel spread sheets and Microsoft word

Indicator title

Investigation and finalisation of systemic
investigations/ interventions

Purpose/
importance

To finalise all existing systemic investigations/
interventions and issue reports

Source/collection
of data

Systemic Investigation Reports

Method of
calculation

Simple count

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

No

Desired
performance

100% achievement of target

Indicator
responsibility

Branch Heads for AJSD and PII

Reporting
responsibility

Branch Heads for AJSD and PII

Target set for the
financial year

Finalise 10 systemic investigations identified in
previous financial years

lT Systems used to
capture data

Microsoft word
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Indicator title

Percentage of adherence to turnaround times in
finalisation of cases

Purpose/
importance

Prompt service of investigations

Source/collection
of data

Investigations reports, monthly statistical reports

Method of
calculation

Simple count

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Branch Heads for AJSD, GGI and PII

Reporting
responsibility

Branch Heads for AJSD, GGI and PII

Target set for the
financial year

Finalise 100% of cases within the following turnaround
times:
ER: 6 months (as at 1 April 2018)
SD: 12 months (as at 1 April 2018)
GGI: 24 months (as at 1 April 2017)

lT Systems used to
capture data

Microsoft word, Microsoft excel

Indicator title

Percentage of 2 years and older cases as at the
beginning of each financial year finalised

Purpose/
importance

To deal with a backlog of cases 2 years and older

Source/collection
of data

Investigations reports, statistical reports

Method of
calculation

Percentage = number of 2 years and older cases
finalised/total number of 2 years and older cases X100

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative
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Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Branch Heads for AJSD, GGI and PII

Reporting
responsibility

Branch Heads for AJSD, GGI and PII

Target set for the
financial year

Finalise 2 years and older cases by 31 March 2019

lT Systems used to
capture data

Microsoft word

Indicator title

Number of dialogues held with organs of State on
systemic challenges

Purpose/
importance

To work with organs of State to resolve systemic
challenges

Source/collection
of data

Attendance registers, reports

Method of
calculation

Simple count

Data limitation

Non-attendance of dialogues

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

Old indicator

Desired
performance

100% achievement of target

lndicator
responsibility

Executive Manager: CSM, Executive manager AJSD,
Executive Manager PII, Provincial representatives

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

10 dialogues held with organs of State on systemic
challenges by 31 March 2019

lT Systems used to
capture data

Microsoft word
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Indicator title

Percentage of remedial action matters followed up

Purpose/
importance

To ensure that remedial action is implemented

Source/collection
of data

One or a combination of the following: Reports,
letters, action plans from state institutions and
responses from state institutions

Method of
calculation

Percentage = Number of matters followed up / Total
number of matters that needed to be followed up X
100

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative

Reporting cycle

Quarterly

New indicator

No

Desired
performance

100% achievement of target

indicator
responsibility

Manager: Compliance

Reporting
responsibility

Senior Manager: Strategic Support

Target set for the
financial year

100% follow up of remedial action matters by 31 March
2019

lT Systems used to
capture data

Microsoft word and/or excel

Indicator title

Number of outreach clinics conducted across the
country

Purpose/
importance

To ensure PPSA services are available to all persons and
communities

Source/collection
of data

Attendance registers, reports

Method of
calculation

Simple count

Data limitation

Non-attendance of clinics

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

Old indicator
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Desired
performance

100% achievement of target

lndicator
responsibility

Executive Manager PII, Provincial representatives

Reporting
responsibility

Executive Manager: PII

Target set for the
financial year

Conduct 208 outreach clinics across the country by 31
March
2019

lT Systems used to
capture data

Excel spread sheets and Microsoft word

Indicator title

Number of MOUs entered into to expand the footprint

Purpose/
importance

To expand PPSA services to all persons and
communities

Source/collection
of data

Signed MOUs

Method of
calculation

Simple count

Data limitation

Non-participation of identified institutions

Type of indicator

Output Indicator

Calculation type

Cumulative – for the year

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Executive Manager: CSM

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

Enter into MOUs with the Department of Justice and 9
provincial speakers
100% implementation all the MOUs

lT Systems used to
capture data

Microsoft word
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Indicator title

Number of Public Protector roadshows conducted

Purpose/
importance

To ensure PPSA services are accessible to all persons and
communities

Source/collection
of data

Attendance registers

Method of
calculation

Simple count

Data limitation

Non-attendance of clinics

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Bi-annual

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Executive Manager: CSM

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

Conduct 9 Public Protector roadshows by 31 March 2019

lT Systems used to
capture data

Microsoft word

Indicator title

Number of radio slots conducted

Purpose/
importance

To make the services of Public Protector South Africa
accessible to persons and communities

Source/collection
of data

Reports signed by radio stations as evidence of radio
slots having taken place

Method of
calculation

Simple count

Data limitation

None

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target
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Indicator
responsibility

Executive Manager: PII, Provincial representatives

Reporting
responsibility

Executive Manager: PII

Target set for the
financial year

Conduct 4 radio slots per province per annum

lT Systems used to
capture data

Microsoft word

Indicator title

Number of National events conducted

Purpose/
importance

To inform, to include, to celebrate, to persuade the
public on PPSA’s service offering

Source/collection
of data

Attendance registers

Method of
calculation

Simple count

Data limitation

Non-attendance of national events

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

New indicator

Desired
performance

100% achievement of target

Indicator
responsibility

Executive Manager: PII,
Provincial representatives

Reporting
responsibility

Executive Manager: PII

Target set for the
financial year

Conduct 5 National events by 31 March 2019

lT Systems used to
capture data

Microsoft word
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Indicator title

Number of bilateral agreements entered into annually

Purpose/
importance

To contribute towards ombudsman development in
South Africa

Source/collection
of data

Signed bilateral agreement between Public Protector
South Africa and an ombudsman institution

Method of
calculation

Simple count

Data limitation

Lack of cooperation from identified ombudsman
institutions

Type of indicator

Output Indicator

Calculation type

Cumulative

Reporting cycle

Quarterly

New indicator

Revised indicator

Desired
performance

100% achievement of target

lndicator
responsibility

Executive Manager: CSM

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

Enter into 1 bilateral agreement with an ombudsman
institution by 31 March 2019

lT Systems used to
capture data

Microsoft word

Indicator title

Percentage of AORC board meetings chaired by the
Public Protector

Purpose/
importance

To contribute towards ombudsman development in
Africa

Source/collection
of data

Minutes of board meetings

Method of
calculation

Simple count

Data limitation

Non-attendance by board members

Type of indicator

Output Indicator

Calculation type

Cumulative - for the year

Reporting cycle

Quarterly

New indicator

Revised indicator
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Desired
performance

100% achievement of target

lndicator
responsibility

Executive Manager: CSM

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

Public Protector to chair 100% of scheduled AORC
board meetings

lT Systems used to
capture data

Microsoft word

Indicator title

Percentage of AOMA EXCO meetings attended by the
Public Protector

Purpose/
importance

To interact with ombudsman’s across Africa for best
practices and for the purposes on new research
developments

Source/collection
of data

Minutes of EXCO meetings

Method of
calculation

Simple count

Data limitation

Non-attendance by EXCO members

Type of indicator

Output Indicator

Calculation type

Cumulative -for the year

Reporting cycle

Quarterly

New indicator

Revised indicator

Desired
performance

100% achievement of target

lndicator
responsibility

Executive Manager: CSM

Reporting
responsibility

Executive Manager: CSM

Target set for the
financial year

Public Protector to attend 100% of scheduled AOMA
EXCO meetings

lT Systems used to
capture data

Microsoft word
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ACRONYMS

AIR

Accountability, Integrity and Responsiveness

AJSD

Administrative Justice and Service Delivery

AOMA

African Ombudsman and Mediators Association

AORC

African Ombudsman Research Centre

APP

Annual Performance Plan

CMS

Case Management System

CSM

Complaints and Stakeholder Management

COBIT

Control Objectives for Information and Related
Technologies

CEO

Chief Executive Officer

CFO

Chief Financial Officer

CPI

Consumer Price Index

ER

Early Resolution

FY

Financial Year

GCIS

Government Communication and Information System

GGI

Good Governance and Integrity

ICT

Information and Communication Technology

ISO

International Organisation for Standardization

IT

Information Technology

MOU’s

Memoranda of Understanding

N/A

Not Applicable

NDP

National Development Plan

PII

Provincial Investigations and Integration

PPSA

Public Protector South Africa

PULE

Passion, Ubuntu, Leadership and Efficiency

SA

South Africa

SD

Service Delivery

SITA

State Information and Technology Agency
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HEAD OFFICE
Postal Address
Public Protector South Africa
Private Bag X677
Pretoria, 0001
Physical Address
175 Lunnon Street
Hillcrest Office Park, 0083
Tel: (012) 366 7000
Tel: (012) 366 7112
Fax: (012) 362 3473
Toll Free: 0800 11 20 40
Fax2email 086 575 3292
Email: registrations2@pprotector.org
www.publicprotector.org

