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ABSTRACT
Service Delivery Improvement Directorate conducted survey with consultants providing professional services to the department within the built environment fields. The purpose of the survey was to collect information about the reciprocal departmental & consultant relationship performance in the implementation of infrastructure programme implementation plan across the province.  
The methodology used was both qualitative and quantitative in approach i.e focus group was combined with a questionnaire technique. This was done to gain as more rich information as possible about the department with regard to project delivery. 
The relationship between the department and professional consultants was found to be good to fair. The deficiency was identified with regard to consultation and redress principles. There are no enough platforms where the consultants can interact with the department other than individually on sites and visit to head office. 

Project Management Services indicated that they focus more on contractor’s performance and less attention is paid to consultant’s performance. Some of the problems on site are caused by consultants and not necessarily contractors. Consultants indicated that they will do their level best to serve the department with diligence to improve productivity and quality level of infrastructure in the province.

All parties indicated that meetings of similar nature should be held in future.
1. INTRODUCTION
Service Delivery Unit conducted survey as indicated on its Annual Performance Plan 2008/09.

The survey targeted external consultants namely quantity surveyors, architects, engineers etc. 

The survey was conducted to establish how departmental services are provided to the secondary stakeholders and vice versa. 
2. METHOD
2.1 Design

The SDI Unit embarked on focus group and questionnaire combination methodology to gather data. The sample was drawn from departmental service provider’s rooster and all providers that previously provided service to the department were included in the sample.
2.2 Participants

The team for collecting data comprised of SDI directorate team, Supply Chain Management and Project Management Services. Communication unit was task with the responsibility of branding the event. HOD office was informed of the event. 

2.3 Apparatus
Service providers database to draw the sample. Conference Hall and integrated media presentation. 
Questionnaires.

2.4 Procedure   
As indicated above our departmental SCM rooster was used to draw the sample of 60 service providers. All the sixty service providers were invited and informed in time to attend the event at Golden Pillow Lodge on the 1 August 2008 @ 10h00.On the day of the event only 27 consultants attended. Our Communication section was task with the responsibility of branding the event. Participants were taken through the background of the session through presentation. The questions on the questionnaire were clarified. Respondents were given the opportunity to complete the questionnaire on their own. For objectivity purpose, respondents were given choice to write or not to write their names on the questionnaire.  
3 Findings
3.1 Scores / Ratings

	CUSTOMER SATISFACTION SURVEY (PROFESSIONAL CONSULTANTS)

	

	 
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24
	25
	26
	27
	 S
	 T
	% 

	1. Consultation

	                           1.1 Is your employer organization/department invited to attend our annual strategic planning workshops?

	scores
	3
	1
	0
	1
	5
	5
	3
	1
	3
	0
	1
	3
	0
	1
	1
	5
	5
	0
	1
	5
	3
	5
	1
	1
	1
	5
	5
	65
	135
	48

	                           1.2 if allowed to attend are your delegates given the opportunity to give inputs?

	scores
	5
	3
	0
	1
	5
	5
	3
	1
	5
	3
	1
	5
	0
	0
	5
	5
	5
	0
	1
	5
	3
	5
	1
	1
	0
	5
	5
	78
	135
	58

	                           1.3 Are your delegates inputs taken into consideration when final decisions are made?  

	scores
	3
	3
	0
	1
	3
	3
	1
	1
	3
	0
	1
	3
	0
	0
	3
	3
	5
	0
	1
	5
	3
	1
	1
	1
	0
	1
	1
	47
	135
	35

	strongly agree, agree, strongly disagree

	                           1.4 Department of Public Works invites your employer organization / department to attend quarterly progress reporting workshops. 

	scores
	1
	3
	3
	1
	3
	3
	3
	1
	3
	1
	1
	1
	5
	5
	1
	3
	5
	1
	1
	5
	1
	3
	1
	1
	1
	1
	3
	61
	135
	45

	                           1.5 Department of Public Works allows your employer organization / department to raise concerns regarding 

	departmental  performance during the progress reporting workshops?

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	scores
	1
	5
	3
	1
	3
	1
	3
	1
	5
	1
	1
	1
	0
	5
	1
	5
	5
	1
	1
	1
	3
	3
	1
	1
	1
	1
	3
	58
	135
	43

	                           1.6 The Department has a welcoming warm culture generally.

	scores
	3
	5
	3
	1
	3
	1
	5
	3
	3
	1
	3
	1
	0
	5
	3
	3
	5
	3
	1
	1
	5
	3
	5
	5
	2
	1
	5
	79
	135
	58

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	2.Service standards

	                            2.1 Does your employer organization /department receive service standards / service delivery charter from our department?

	scores
	3
	1
	3
	3
	1
	1
	3
	1
	3
	1
	1
	3
	3
	5
	1
	3
	5
	1
	1
	3
	5
	1
	1
	1
	1
	1
	1
	57
	135
	42

	                            2.2     How is the level of compliance to service standards?

	scores
	3
	3
	3
	3
	5
	3
	3
	3
	3
	1
	3
	5
	3
	5
	3
	3
	5
	1
	1
	3
	3
	1
	1
	1
	0
	1
	3
	72
	135
	53

	                            2.3 Does your employer organization/ department take part in standard critique workshops?

	scores
	1
	1
	1
	1
	1
	3
	1
	1
	3
	3
	1
	3
	0
	1
	1
	5
	5
	1
	1
	1
	3
	5
	1
	1
	1
	1
	5
	52
	135
	38

	strongly agree, agree, strongly disagree

	                            2.4 Public Works offers service of high standards

	scores
	3
	5
	5
	5
	3
	3
	3
	1
	5
	3
	3
	3
	3
	3
	3
	3
	5
	3
	1
	3
	3
	5
	5
	5
	3
	3
	3
	93
	135
	69

	                            2.5 Services provided by the Department address the needs of the recipients. 

	scores
	3
	5
	3
	5
	3
	3
	3
	3
	5
	3
	3
	5
	3
	3
	3
	5
	5
	3
	1
	3
	3
	3
	5
	5
	3
	3
	3
	95
	135
	70

	                            2.6 The public perceive Public Works as a delivering department and satisfying its customers.

	scores
	3
	3
	3
	3
	3
	3
	3
	1
	5
	3
	3
	3
	5
	3
	3
	3
	5
	3
	1
	3
	3
	1
	3
	3
	3
	1
	5
	81
	135
	60

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	3.Access

	                        3.1 Indicate the ease with which our services are accessible to your organization through use of Information Communication    Technology. 

	scores
	3
	5
	5
	1
	5
	3
	3
	1
	3
	1
	1
	5
	5
	5
	3
	3
	5
	1
	1
	5
	3
	5
	3
	3
	1
	3
	5
	87
	135
	64

	                        3.2 Indicate the ease with which our services are accessible to your organization physically (including accessibility by disabled)? 

	scores
	5
	5
	5
	3
	5
	5
	3
	3
	3
	1
	1
	5
	5
	5
	3
	5
	5
	1
	1
	3
	3
	3
	3
	3
	1
	3
	5
	93
	135
	69

	                        3.3 Indicate the ease with which our office blocks are accessible for different services / directorates? 

	scores
	1
	5
	3
	5
	3
	5
	3
	3
	3
	5
	5
	5
	5
	5
	3
	1
	5
	1
	1
	3
	3
	5
	3
	3
	1
	1
	3
	89
	135
	66

	strongly agree, agree, strongly disagree

	                        3.4 Public Works personnel are identifiable by displaying name tags all times while on duty.

	scores
	5
	5
	1
	5
	5
	1
	1
	1
	5
	1
	5
	3
	0
	3
	5
	5
	5
	1
	5
	3
	1
	1
	5
	5
	1
	1
	5
	84
	135
	62

	                        3.5 Security Personnel do not give customers headache when entering the premises.

	scores
	5
	5
	1
	5
	1
	5
	3
	3
	5
	1
	3
	5
	5
	5
	5
	5
	5
	3
	5
	5
	5
	1
	5
	1
	3
	3
	3
	101
	135
	75

	                        3.6 All new projects include provision for physical accessibility by people with disability e.g ramps & guardrails,  

	scores
	3
	5
	3
	5
	5
	5
	5
	3
	5
	3
	3
	5
	0
	5
	5
	5
	5
	3
	5
	3
	5
	1
	3
	3
	3
	1
	5
	102
	135
	75

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	4.Courtesy 

	                4.1 Indicate the level of courtesy you receive when calling our Department?

	scores
	3
	5
	5
	1
	5
	5
	3
	1
	3
	5
	5
	5
	5
	5
	3
	3
	5
	1
	5
	3
	1
	3
	5
	3
	5
	1
	3
	97
	135
	72

	                4.2 Indicate the level of courtesy you receive from front office personnel?  

	scores
	3
	5
	3
	1
	5
	5
	3
	1
	3
	3
	3
	5
	5
	5
	3
	3
	5
	1
	5
	3
	3
	1
	5
	5
	3
	1
	3
	91
	135
	67

	                4.3 Indicate the level of courtesy you receive from back office personnel?

	scores
	1
	5
	5
	1
	5
	5
	3
	3
	3
	5
	3
	3
	5
	5
	3
	3
	5
	3
	5
	3
	3
	3
	3
	3
	5
	1
	3
	95
	135
	70

	strongly agree, agree, strongly disagree

	                4.4 The department takes long time to respond to logged calls, complaints and information access request.

	scores
	3
	5
	1
	3
	5
	3
	1
	1
	3
	5
	1
	1
	1
	5
	5
	5
	5
	1
	5
	3
	1
	1
	3
	3
	3
	1
	3
	77
	135
	57

	                4.5 Public Works offers shoddy services to customer and I will not recommend my business partner or associate to do business with the department.

	scores
	3
	5
	1
	5
	3
	3
	5
	5
	5
	5
	0
	1
	3
	5
	5
	5
	5
	5
	5
	1
	1
	3
	5
	1
	5
	1
	5
	96
	135
	71

	                4.6 Public servants do not care about customers.

	scores
	1
	5
	1
	0
	5
	3
	5
	5
	3
	3
	1
	1
	5
	5
	5
	5
	5
	1
	5
	1
	5
	1
	3
	1
	3
	1
	5
	84
	135
	62

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	5.Information

	                           5.1 Indicate the level with which your organization is informed of services provided by our Department? 

	score
	3
	3
	5
	3
	0
	3
	3
	1
	5
	1
	1
	3
	5
	5
	1
	3
	5
	1
	1
	3
	3
	5
	3
	1
	1
	3
	1
	72
	135
	53

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	                           5.2 Is your employer organization / department furnished with our Departmental Service Delivery Charter?

	scores
	5
	1
	1
	3
	0
	3
	1
	1
	3
	1
	1
	1
	1
	5
	1
	3
	5
	1
	1
	3
	3
	3
	1
	1
	1
	1
	3
	54
	135
	40

	                           5.3 Is your employer organization / department furnished with annual / citizen’s report? 

	scores
	1
	1
	1
	3
	0
	1
	1
	1
	3
	1
	1
	1
	1
	1
	1
	3
	5
	1
	1
	1
	1
	3
	1
	1
	1
	1
	3
	40
	135
	30

	strongly agree, agree, strongly disagree

	                           5.4 The department provides information which is easily accessible in different forms of communication 

	scores
	5
	3
	5
	5
	3
	3
	3
	1
	5
	3
	1
	3
	5
	3
	3
	3
	5
	3
	5
	5
	3
	1
	5
	1
	3
	3
	5
	93
	135
	69

	                           5.5 The department provides full, accurate, useful and timeous information to customers.  

	scores
	3
	3
	3
	5
	3
	3
	3
	1
	3
	1
	1
	3
	5
	3
	1
	3
	5
	3
	5
	3
	3
	1
	3
	1
	3
	1
	3
	75
	135
	55

	                           5.6 The public is allowed to access departmental website seeking information about department.

	scores
	5
	5
	5
	5
	3
	5
	3
	3
	5
	5
	1
	5
	5
	5
	3
	5
	5
	1
	5
	5
	3
	5
	3
	3
	5
	5
	5
	113
	135
	84

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	6.Openness and Transparency

	            6.1 Is your organization given access to information if request is made?

	scores
	3
	5
	5
	3
	0
	3
	3
	3
	3
	0
	1
	5
	5
	5
	5
	5
	5
	1
	5
	3
	3
	3
	1
	1
	5
	3
	5
	89
	135
	66

	           6.2 Is your employer organization / department given the freedom to inspect our workmanship for project under construction / maintenance if requested?

	scores
	5
	5
	5
	3
	0
	5
	3
	1
	3
	0
	1
	3
	5
	5
	5
	3
	5
	1
	5
	5
	3
	3
	3
	1
	0
	1
	3
	82
	135
	61

	           6.3 If there is discrepancy between contract documents, is your organization / delegate given access to required information for data gathering?

	scores
	5
	5
	5
	3
	0
	5
	3
	3
	3
	0
	1
	3
	5
	5
	5
	1
	5
	1
	5
	1
	1
	3
	3
	3
	0
	3
	3
	80
	135
	59

	strongly agree, agree, strongly disagree

	           6.4 Customers can not access our Senior Officials offices even per appointment.

	scores
	1
	5
	1
	3
	5
	5
	3
	3
	3
	1
	1
	1
	1
	5
	5
	5
	5
	3
	5
	5
	3
	5
	5
	5
	1
	1
	1
	87
	135
	64

	           6.5 The department does not comply with Promotion of Access to Information Act.

	scores
	3
	5
	1
	3
	5
	5
	3
	5
	5
	3
	1
	1
	3
	5
	5
	5
	5
	1
	5
	5
	3
	1
	5
	5
	1
	3
	3
	95
	135
	70

	           6.6 The public / customers are not allowed to view or take possession of citizens’ report, MEC’s budget speech etc. 

	scores
	3
	5
	1
	3
	5
	5
	3
	3
	5
	0
	1
	1
	3
	5
	5
	5
	5
	1
	5
	1
	3
	1
	5
	1
	5
	5
	3
	88
	135
	65

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	7.Redress

	            7.1 Is your organization / department informed of our complaint / redress mechanism procedure?

	scores
	3
	3
	3
	5
	0
	5
	1
	1
	5
	0
	1
	1
	1
	3
	0
	3
	5
	1
	1
	5
	3
	3
	1
	1
	1
	3
	3
	62
	135
	46

	           7.2 Is your organization furnished with our complaint procedure flowchart?

	scores
	1
	1
	1
	5
	0
	5
	1
	1
	3
	0
	1
	1
	1
	3
	1
	3
	5
	1
	1
	3
	3
	3
	1
	1
	1
	1
	3
	51
	135
	38

	                7.3 In case our department’s actual performance does not meet the predetermined service standards level, is your organization offered official apology?

	scores
	3
	3
	1
	5
	0
	5
	3
	1
	3
	0
	1
	1
	1
	3
	3
	1
	5
	1
	1
	3
	3
	3
	3
	1
	1
	1
	5
	61
	135
	45

	strongly agree, agree, strongly disagree

	            7.4 The department keeps on updating the complainant about progress regarding lodged complaints?

	scores
	3
	3
	3
	3
	3
	5
	3
	1
	3
	0
	1
	1
	1
	1
	3
	3
	5
	5
	1
	1
	3
	5
	1
	1
	1
	1
	3
	64
	135
	47

	            7.5 If execution of task does not match the standard or the promise, the departmental speedily make good? 

	scores
	5
	5
	5
	3
	1
	5
	3
	1
	3
	0
	1
	1
	3
	1
	3
	3
	5
	5
	1
	1
	3
	5
	1
	1
	1
	1
	1
	68
	135
	50

	            7.6 Department personnel are fond of offering shoddy treatment to customer and apologize thereafter? 

	scores
	3
	1
	1
	3
	5
	3
	1
	1
	1
	0
	1
	1
	3
	1
	1
	3
	5
	3
	1
	1
	3
	1
	1
	1
	1
	5
	3
	54
	135
	40

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	8.Value for Money

	                           8.1 Does your organization purchase good quality material?

	scores
	5
	5
	5
	1
	0
	3
	3
	1
	5
	0
	1
	5
	0
	5
	5
	5
	5
	5
	1
	3
	3
	3
	1
	3
	0
	5
	5
	83
	135
	61

	                           8.2 Do our personnel conduct material quality test on arrival to site?

	scores
	3
	3
	5
	1
	0
	1
	3
	1
	5
	0
	1
	5
	0
	5
	5
	3
	5
	5
	1
	3
	3
	3
	1
	3
	0
	5
	5
	75
	135
	55

	                           8.3 Indicate the level of quality of workmanship to our services? 

	scores
	3
	3
	5
	1
	0
	1
	3
	1
	3
	0
	1
	5
	0
	5
	3
	3
	5
	5
	1
	3
	3
	3
	1
	3
	0
	5
	3
	69
	135
	51

	strongly agree, agree, strongly disagree

	                           8.4 The department is wasting public resources in the implementation of capital works programmes / projects?

	scores
	5
	5
	1
	5
	5
	5
	3
	3
	3
	1
	1
	1
	3
	5
	5
	5
	5
	1
	5
	5
	3
	3
	5
	5
	0
	5
	5
	98
	135
	72

	                           8.5 A certain percentage of money is spent on kick bags than on the actual work?

	scores
	5
	1
	1
	5
	5
	5
	3
	3
	3
	3
	1
	1
	1
	5
	3
	5
	5
	1
	3
	5
	3
	5
	5
	5
	0
	1
	3
	86
	135
	64

	                           8.6 Corruption does not kill service delivery?

	scores
	5
	5
	1
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	3
	1
	5
	3
	0
	5
	5
	118
	135
	87
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 3.2 Table & Graph

	
	
	
	
	
	
	
	
	
	
	
	

	consultation

s. standards

access

courtesy

information

openness & transparency
redress

value for money

48

55

69

67

51

64

44

65
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	3.3 Remarks by consultants

37% of the consultants felt that the database is not well managed. They question the objectivity and reliability of appointment of consultant process. They indicated that it seems the process/ system is biased towards a particular type companies. The appointment process should be reviewed. All providers should be given equal opportunity to provide services not only same few companies. This problem lead to some projects not been attended to, because the department appoint one consultant to manage many projects beyond his / her scope. There should be equitable distribution of projects, even to the new entrants to departmental database.

At least 3% of  consultants indicated that the questionnaire is more suitable for primary stakeholders   
( department of education and department of health) not secondary stakeholders.
3.4 Interpretation of table and graph
The department is not doing well on redress batho pele principle. 

There is an indication level of below satisfactory level on consultation.
There is a mediocre performance on service standards and information principles.

There is an indication of satisfactorily level on access, courtesy, openness and transparency, and value for money principles. 

3.5 Deductions

From the above information we can say that the department generally is providing service of satisfactorily level to service providers. The relationship between the department and service providers is not bad but the department need to improve on consultation and redress principles.
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	4. CONCLUSION
The department is providing service of good quality to secondary customers, but should capitalize on this opportunity and accelerate provision of services to primary customers namely department of education, department of health & social development and other government departments.

5. RECOMMENDATIONS

5.1 It is recommended that consultants representatives should be invited to attend departmental strategic 
      planning and reporting workshops as compliance with our departmental generic standards.

5.2 It is recommended that sessions of this kind (focus group) be held regularly to improve the relationship 
      between customers and the department.
5.3. The appointment of consultants process should be re-engineered to make sure that there is equitable 

      distribution of projects among consultants on the rooster.
5.3 Recommended that Project Management Services should start with the monitoring of consultants 
     performance through the development of a proper service level agreement tool. 

5.4 It is recommended that Project Management Service division be established at districts level. As a 
      transitional measure; the division can be led by Project Manager and a team of Deputy Project   
     Managers (Inspectors) reporting to him/her. The inspectors from the unit should assume the role of clerk of 
      works. District Project Management Service inspectors should avail themselves on site almost everyday to 
     monitor day to day implementation of projects. They can as well act as mentors to emerging 
     contractors. This endeavor will improve productivity and quality of projects. The unit should not be 
     confused with the existing district Maintenance Directorate inspectorate that is responsible for 
     implementation of GIAMA (immovable assets condition assessment & maintenance). 
      5.5 The department should establish online service for requests and complaints about services on the 

            website.
      5.6 Further drilling of employees on the 3-batho pele belief set namely :we belong, we care  and we serve 

            until it is internalize in their work behavior. 
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