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1.
Introduction

This “As Is” report provides a uniform means for describing the experiences encountered while initiating the Information Management Strategy (IMS) project.  This report does not in any way have a direct bearing on the structure or functionality of the unit called Information Management. But rather it reflects more on the general conceptuality of  information as a resource within the organisation were the awareness sessions and questionnaire was applied, as well as information management (IM) in the overall information context and its general use.  The reference to IM in this report will directly relate to information management concepts, practices and principles and secondary to the function of information management. Examples presented in this report are therefore intended to stimulate readers to think about how the project output eventually might be applied to report on their individual information about the organisation.

The Department of Public Works in the Limpopo province is one of the eight Provincial Departments in the province and one of the more significant departments based on size. The capital city of the Limpopo is Polokwane where the head office of the Department is located. The Department has six district offices namely: (Vhembe, Mopani, Waterberg, Sekhukhune, Bohlabela, and Capricorn). 

The main mandate of the Department of Public Works is to render integrated provincial infrastructure services in the province. This entails Real Estate, Project Management, Building Maintenance, Professional Services and the coordination of the Expanded Public Works Programme.

It must be stressed that the “As Is” report is the result of the remarks and comments made by the employees from the different units that attended the awareness sessions and the subsequent workshops. The following diagram, Figure 1 reflects on how the information gathering process will be transcribed into the different reports and how the strategy will be developed.
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Figure 1 The Growth of the Strategy Documentation

1.1
Organisational Vision

Adequate and Reliable Integrated Public Infrastructure for Growth, Development and a Prosperous Provincial Economy.

1.2
Organisational Mission

To facilitate the management of sustainable integrated Provincial Infrastructure by providing leadership in the planning, management and implementation of programmes through optimal utilization of resources for accountable and customer - oriented service delivery for a united, non-racial, non-sexist, democratic South Africa. 

1.3
Strategic Goals

a. To coordinate and facilitate the development of sustainable Limpopo integrated infrastructure development plan. 

b. To develop a human resources development strategy to address the skills shortage in the built environment as well as the internal HRD needs. 

c. To put into place effective and efficient institutional arrangements that is in line with legislation and good corporate governance. 

d. To develop a workplace health strategy to address health and safety requirements in the built environment as well as the internal workplace health needs. 

e. To re-orient the procurement processes in the Department in line with the Supply Chain Management framework. 

f. To develop and monitor the implementation of a service delivery improvement plan for the Department. ( To verify these especially in view of EPWP)

1.4
Core Values of the Department

· Hard-working 

· Value-for-money 

· Fairness and transparency 

· Customer-orientation 

· Willingness to improve 

· Progressiveness 

· Professionalism 

· Compliance 

· Zero tolerance to misconduct 

2.
Overview

The primary aim of this project is to ensure that the Information Management and technology plans of the Department are aligned with the business and therefore it requires that the vision, mission, strategy and activities of the Department be thoroughly analysed to ensure this alignment.  This should be articulated in a thorough understanding and modeling of the Department’s high-level business processes.

The main focus should be on information systems and related ICT technologies in support of the business.  These should be identified by means of an information needs analysis, defined in terms of data and functions involved, prioritised by means of strategic importance and the existing information systems and technology support.  

The Internal Enterprise Architecture project was initiated in order to:

· Establish an architected common frame of reference for internal information systems that would support efficient and effective execution of the business model and strategic intent, and

· Resolve dilemmas regarding internal information systems and required technology and implementation choices, to best support strategic business objectives.

The primary thrust of the project is to establish Business Information Requirements through discussions with business managers, and to utilise these to develop a Strategy that will incorporate a Information Plan and Project Roadmap setting out proposed internal information systems initiatives.

The formulation of the “As  Is” report can be seen, as part of the overall Strategy and Execution Plan to implement Information Management culture, processes and technology, but in reality it is the first building block of Information Management that will eventually lead to Knowledge Management in the department. 

3.
Information Management Business Objectives 

The primary objective of the Information Management Strategy is to improve the quality and effectiveness of decision-making within Public Works through making appropriate information accessible to those that need it, when they need it. 

Appropriate information means information that is accurate, complete, consistent, and up-to-date, all within the context of business requirements and available on time.

The secondary objective (which has to be met in order to achieve the primary objective) is to provide a managed repository of all information resources necessary for the effective running of the department, that can be made easily accessible to any employee where and when needed, in part or in whole, depending on the responsibilities of that employee and the security access.  

Information resources could include: client intelligence, market intelligence, contractor intelligence, supplier & services information, proposal information, marketing information, project files, financial information, community and social related, legal documentation, policies, procedures – and others as is determined by the department.

If these two objectives can be achieved, the resulting benefits will include:

· Improved information that will lead to enhanced “thought leadership” by individuals both in respect of internal and client-facing activities 

· More effective and productive client engagements through all phases of the project life-cycle 

· Cost reduction through improvements in efficiency and effectiveness

· Improved protection of department’s intellectual capital

The direct benefits of IM include:

· Support information sharing and externalisation

· Link operational information to overall enterprise direction and strategy

· Ensure information quality, security, and integrity

· Increase service delivery effectiveness

4.
Information Management Defined

In order to address the question of Information Management, it would be appropriate to discuss the various terms and definitions in the realm of KMas a point of departure, Knowledge and the progression thereof can be seen in Figure 2: Knowledge Progression. The difference between data, information and knowledge and the management there-of will briefly be discussed.

Subsequently in the strategy document, record and content and the management there-of will be defined as the possible forms of data, information and knowledge. The definitions will be concluded with a description of an enabling infrastructure for data, information and knowledge management.

These terms and definitions will be used as the foundation for the scope of the strategy and possible further discussion.
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Knowledge is information that has been organised and analysed to make it understandable and applicable to problem solving or decision-making. (Turban, 1992).

Figure 2: Knowledge Progression

4.1
Data

Data can be seen as an object without context – an object in isolation is almost meaningless without understanding relationships with other objects. Data is normally the element or object that is capture any one element or data object is basically meaningless unless brought into relationship with other objects.

4.2
Information 

Data placed in context and useable – Information is the understanding of the relationships between the components of data, or components of data and other information that becomes useable for decision making. 
4.3
Knowledge 

Beyond relationships there is pattern, which is more than simply a relationship of relations. Patterns encompass both consistency and completeness of relations, and create its own context to some extent. When a pattern exists between data and information, the pattern can potentially present Knowledge. It only becomes Knowledge once the patterns can be realised and its implications are fully understood. Knowledge can evolve over time and is seldom of a static nature, and normally contains a high level of reliability and predictability. Knowledge tend to create it’s own context. 

Knowledge is information that has been organised and analysed to make it understandable and applicable to problem solving or decision-making. (Turban, 1992).

Knowledge therefore has been structured into patterns.

4.4
Inclusions

The overall scope of the IM Strategy shall focus on the information needs and systems of the Department of Public Works and will focus on all business units within DPW. The analysis will focus on the following logical business areas:

1 The Office of the Head of the Department;

2 The core functions of the department – Project Management, Building Maintenance, Real Estate, EPWP, Professional services

3 Corporate Services with it’s related functions;

4 Finances with it’s related functions;

5 Human Resources Management and its related functions;

6 Information Technology.
7 Strategic Management

8 Shared Services

The “As Is” report will only focus on the current information obtained from the awareness sessions and the workshops and can be seen as the first stepping stone. The “Gap Analysis” report will enhance on the “As Is” scenario and the Strategy document will complete the picture.

5.
“As is” IM environment 

The purpose of the Departmental “as is” IM is to provide a picture of the current situation relating to IM in the Department, in order to contrast this to the envisioned situation and thus to determine gaps in order to formulate an IM Strategy.

5.1
Nature of the Department

The Department of Public Works, is a public body that coordinates all aspects of Governmental building development, maintenance, lease and disposal at provincial level in Limpopo.

The organisational structure:
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5.2
Legislative mandate

The provisioning of IM Services to the Department is no mere whim, but originates from a clear legislative mandate. This mandate includes:

a)
national legislation related to IM), e.g. the Promotion of Access to Information Act (Act2 of 2000) (PAIA), the SA Archives Act (Act no 43 of 1996), and ECT Act (Act 25 of 2002); Public Service Regulations 2001 (with amendments); and

b)
all legislation pertaining to the activities of the department.
5.3
Strategic drivers

In addition to the legislative mandate, the importance of IM has been highlighted by various external and internal strategic drivers like the following:

5.3.1
The slowly changing view towards the importance of information and IM has resulted in some strategic IM drivers, like the following:

a) The South African Constitution; 

b) Presidential Review Commission Report, chapter 6: “We believe that information is a fundamental resource of government, along with people, money and organisations”.

c) The South African Business Excellence Model; 

d) DPSA policies (e.g. on E-government); 
e) Batho Pele Principles;
f) Minimum Information Security Standards (MISS);
g) The departmental project to develop an IM Strategy.
5.3.2
On departmental level, the following can be viewed as strategic drivers towards IM: 
a) The provision of sustainable Integrated Provincial Infrastructure Planning and Development

b) The creation of sustainable jobs

c) Poverty alleviation

d) Skills transfer,

e) The transformation of the construction and property industries and

f) The project to develop a Information Management Strategy (IMS)

5.4
Departmental values:

Within the realm of information management certain values apply. These values necessitate or promote information management. These are:

a) IM is a crucial and strategic component in enhanced service delivery which implies information sharing, information access, management and maintenance;

b) transparency and accountability is dependent on IM, specifically through records management. This transparency is also advocated by the Promotion of Access to Information Act); and other relevant policy, norms, standards and legislation;
c) responsibility of assuming a leading role in the development of, leadership in sustainable integrated provincial infrastructure planning and development, relevant skills transfer, poverty alleviation and job creation; 
d) need for guidance and coordination of provincial service delivery;
e) need for improved efficiency within the department;
f) information complexity and information overload;
g) rising executive recognition that IM is an invaluable strategic resource vital for meeting increased demands.
6.
Vision and mission of the Programme IM

6.1
Vision

Currently no separate vision statement for the IM function as such.

6.2
Mission

Currently no separate mission statement for the IM function as such.

6.3
Alignment between Departmental and IM vision, mission and goals

It is of the utmost importance that the IM vision, mission and goals are directly aligned with the vision, mission and goals of the Department. The current stated vision and mission of the Department as well as the IM Directorate is as follows: 

Table 1 : Alignment of vision, mission and goals
	
	Departmental
	IM Directorate

	Vision
	Adequate and Reliable Integrated Public Infrastructure for Growth, Development and a Prosperous Provincial Economy.
	No specific stand alone vision for IM

	Mission
	To facilitate the development of sustainable Integrated Provincial Infrastructure by providing leadership in the planning, management and implementation of programmes through optimal utilization of resources for accountable and customer - oriented service delivery for a united, non - racial, non-sexist, democratic South Africa.
	No specific stand alone mission for IM


7.
Organisational culture pertaining to IM

The organisational culture in the Department, although it does portray some positive characteristics, is not yet sufficiently supportive of IM. If this culture does not change, deploying the most idealistic IM services will lead to under-utilisation of IM. The current situation is characterised by the following:  

a) A lack of understanding regarding the benefits of IM, except in areas where awareness sessions have impacted employees;

b) The perception that “information is power” is fairly well embedded and personnel feel threatened by sharing information. This is enhanced by a lack of empowerment in decision-making – people first want “permission from a supervisor” before they act;

c) There is no history of debriefing or documenting lessons learned; and

d) There seems to be an existing perception that the benefits of IM is vague and that IM is not a departmental value but it concerns only the IM structural function.

e) The discussion of the conceptual categories left the idea that “yes” there is information but it resides in different systems and does not flow organisationally

f) The internal information is not contextually established therefore different requests for the same information

g) Asset information is available but then not operational useable as it lacks content about the asset usage.

h) Within business units there is a lack of ownership and understanding of the information generation process

i) There is a general reliance and dependency on external information for operational purposes that do not have a departmental context.

Although personnel who have been reached through awareness campaigns have reacted very positively, workers in general are still mostly unaware of their responsibility towards IM. The normal resistance to change factor will have to be taken into account and addressed through a change management programme.

8.
Stakeholders and “IM”

The Department has a wide range of stakeholders either directly or in-directly. Some identified stakeholders include:

a) The Cabinet;

b) Minister of Public Works;

c) The MEC’s office;

d) Other Provincial Departments t

e) Top management;

f) Other government departments:

g) Eligible citizens;

h) 3rd party contractors and external service providers;

i) Advisors;

j) Organised labour (unions);

k) PPPs;

l) National Youth Commission;

m) Women organisations;

n) Media;

o) Research institutions;

p) Tertiary institutions;
q) Human Rights Commission;
r) SETAs;

s) Traditional leaders;
t) Community development workers;

As all these stakeholders may require different information, or even the same information presented in different formats with different user interfaces, it is crucial to determine the IM needs of all stakeholders and to provide IM processes, procedures and techniques as well as applicable IT support to ensure seamless and optimised information sharing. Information required by the different stakeholders can be either predictable or unpredictable it can be of a predefined standard format and be repetitive or it can be a ? as and when required where the format and predictability are unknown.

The current situation can be summed up as follows: 

“The different units within Public Works typically manage their information resources independently of any organisational, or  consolidated view. The result is fragmented information resources and IM management, which impedes the free flow and sharing of information between all units and stakeholders. The lack of a coordinated information life-cycle management approach by these entities can lead to the compromise of information and the risk and magnitude of harm that could result from the loss, misuse, unauthorised access to or modification of such information. It also often leads to information and processing services that are incompatible and duplicative”.  whose quote is this

One of the most crucial issues to be addressed is to obtain overall buy-in and active visible support for IM from top management and all employees. According to feedback obtained from some employees during the workshops, information is viewed as “an imperative strategic resource” for both the service delivery and administrative spheres of the department to enhance efficiency and effectiveness; it is recognised that the life cycle of information must be managed in such a way that it adds value to the business of the department. The importance of top management buy-in for IM was constantly expressed by representatives from all units of the department. However, whilst the importance of top management buy in is recognised as an important first step, active support by employees for IM must still be tested.

9.
IM and departmental processes

Standardised department-wide processes and procedures regarding IM and specifically information flow and information sharing are currently not in place. This leads to symptoms like the following:

a) very little contact or information sharing between programmes, sub-programmes and executive programmes and general lack of trust regarding information sharing and collaboration;

b) communication processes in the Department, e.g. top-down feedback, are not formalised. 

c) Random communication/information sharing or lack thereof leads to frustration and uninformed personnel for having to repeat the  generation of the same information over and over for different stakeholders;

d) the inclusion of IM personnel in the lower level strategic planning does not automatically take place;

e) duplication of IM related functions; and

f) the Department not being the true custodian of its information and knowledge.

9.1
IM services in the Department

The scope of IM services in the department is still limited. Existing services includes the following:

a) a registry service, library service ;

b) records management

c) graphic design

d) collect, manage and provide information via the intranet for internal use and the internet for external use

e) promotion of access to information

f) management reports are printed in Braille 

g) an IM awareness campaign, directed at all departmental staff;

9.2
IM structure in the Department

The Information Management and Records Management has very good leadership and consists of a knowledgeable and motivated IM team. However, IM culture as part of a departmental general management function has to be developed.

If a wider range of IM services is to be deployed, such as updating information at regular intervals and making it available to stakeholders based on security clearance and a need to know basis through the use of warehousing and business intelligence tools additional IM skills may be needed at head office and the districts. The possibility of deploying IM specialists to serve line functions should be taken into account. 

On district level it has been indicated that very little formal IM skills are currently available.

The current structure of the IM Programme may also have to be reviewed in terms of personnel and functions when a wider range of IM services are being put on offer. This, like the enhancement of IM services, will have an impact on the IM budget. 

Include positions lower than manager IM
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10.
Current IT support to IM needs in the Department

Like the scope of IM services deployed, the existing IT support to IM needs is currently limited. The IT facilities, such as record management systems and Enterprise Content Management systems, hand held devices, wireless connectivity and related technology for the capture, processing and dissemination of information are currently not available or very limited in use.

According to input from different units, the existing systems/databases available to them for IM should be reviewed, as its functionality does not cater for a large percentage of consolidated information needs. This aspect will be dealt with in detail in the Master Information Management Strategy

What is IT currently doing to support information collection and dissemination? The IM strategy should identify initiatives which need to be taken. What are the recommended systems for IM in view of your study ??

11.
Information Categorisation

The way forward in defining a IM strategy requires that information at the higher level be categorised and sub-categorised right down to data structure level per information sub-category for that reason the categories that were discussed aare reflected here as well as at the “To Be” section of this document.

Do we need meta data or what in our categorization

11.1
The Detail of the Categories

	CATEGORY
	SUB-CATEGORY
	DETAIL
	FINDINGS

	Client
	External 

Internal
	
	

	Services Delivered External
	Buildings

Professional Service

Project Management

Real Estate

Maintenance

EPWP
	
	

	Financial
	Budget

Expenditure
	
	

	Human Resources
	Payroll

Employee Info


	
	

	Asset
	
	
	

	Contract
	Supplier Contracts

Employee Contracts

Client Contracts
	
	

	Supplier/Partner
	Services Specific

Organisational Support
	
	

	Tender
	Per Organisational Entity
	
	

	Project
	Per Service Entity

IT specific

Organisational Development
	
	

	Trends
	Industry

Technology

Human Resources
	
	

	Training
	Internal

External

Personal Development
	
	

	Organisational
	Policies

Org Structures

Guidelines

Processes
	
	

	Services Provided Internally
	AS PER SUPPORT UNIT
	
	

	District/Regional
	Org Structures
	
	

	Research
	Industry

Client Needs
	
	

	Regulatory
	Acts

Regulations
	
	

	Government Agencies
	
	
	

	Information Strategy
	
	
	

	
	
	
	

	
	
	
	


12.
Current Performance Measures

The current performance measures i.e. financial, non-financial and project reporting, are:


 Not sure how this table indicates performance measures?

	1
	2
	3
	4
	5
	6

	Programme structure

Measurable objectives
	Output
	Performance measures

	
	
	Cost measure
	Quantity measure
	Quality measure
	Timeliness measure

	Programme 1 (administration)
	To provide support services to the core programmes 

(roads, building, property) of the department
	Budget

R

	1.1. Human resource management
	To leverage service delivery in the department through strategic human resource management and staff advisory services.
	R 30,353,000

	1. Workplace health
	Employee assistance programme staff utilised 
	what is this
	% of staff utilising EAP services.
	Improve on staff’s health.
 Reduction in staff turn over due to ill health.
	2005/2006 what is this

	
	Occupational health and safety 
	
	% reduction in violations of OHS act.

Timeliness in settling IOD(?) cases


	100% reduction in number of accidents in the workplace.
	2005/2006

	
	Hiv & aids management
	
	% of staff going for VCT

% of road shows conducted

% of peer educator sessions.

% of condoms distributed.


	100% VCT awareness and 

% in HIV & aids educated staff, stakeholders and community.
	2005/2006

	2. Integrated infrastructure development
	Job analysis
	
	% of jobs analyzed
	Proper placement of staff for efficient & effective service delivery.
	2005/2006

	
	Evaluation to align structure to strategy
	
	% of jobs evaluated in response to changing mandates. 

Timeliness in evaluating jobs.


	Less than 5% of misplaced staff


	2005/2006

	
	Policy development and analysis
	
	Period of time developing new policy-

% of policies updated and reviewed yearly.


	Improvement in policy development.

Effective policies for procedures and guidance.
	2005/2006

	3. Learner ship


	Human resource development strategy for skills development and training


	
	% of  trained staff
 % of training intervention
	Increase staffs skills
	2005/2006 

	4. Corporate governance
	Human resource planning, integrating workplace plan, employment equity plan and recruitment plan in to one


	
	% of staff properly placed
	Do proper staff placement
	2005/2006

	
	PERSAL administration
	
	% of completed and updated fields on PERSAL
	% of reduction of dissatisfied customers


	2005/2006

	
	Employee benefits and allowances, cases not handled on time and result in grievances
	
	% of cases not handled in time
	0% in grievance in benefits and allowances


	2005/2006

	
	Reduce hrm personnel expenditure by 21% annually
	
	% reduction in overtime and filling of posts
	100% abolition of lower level posts


	2005/2006

	
	Eliminate audit queries on staff benefits and allowances by timely and accurate responses to audit queries
	
	% reduction of audit queries
	Maintaining a 0% of audit queries


	2005/2006

	
	Performance management a 

Degree of accuracy managing performance
	
	% of correctness in performance instruments.
	Develop 100% of pi’s in the correct required format in line with the policy.


	2005/2006

	
	Business systems and process reengineering
	
	% of business and processes redesigned.


	Improvement in business flow
	2005/2006

	5. Procurement reform
	Supply chain management
	
	% of contracts awarded to BBBEE companies
	Increase of contracts awarded to BBBEE

Contribution towards poverty elevation and job creation


	2005/2006

	
	Eliminate audit queries on directorate procurement .


	
	% reduction of audit queries
	Maintaining a 0% of audit queries


	2005/2006

	6. Service delivery improvement
	Improve and coordinate the hr function in districts
	
	The timeliness of management responses to audit queries


	Maintaining a 0% of audit queries


	2005/2006

	
	Transformation
	
	% of projects undertaken to sustain change in the service delivery.
	Change in culture in relation leading to complete tasks


	2005/2006

	1.2. Gito information management
	To focus on management control systems development and implementation in the areas of telecommunication infrastructure systems development for all components of the department; information management and communications 
	Budget

R 20,355,000

	1. To provide stable and efficient ict infrastructure
	Provision of ICT infrastructure 

	
	Number of cost centres with ICT infrastructure
	Reliable and sufficient it infrastructure
	2005/2006

	
	Stable network connectivity

	
	95% of network conectivity in all regions, cost centres and head office.
	Reliable network system and network points .

	

	
	SLA established with service provider

	
	Systems functioning optimally
	Reduction of user complaints.
	

	2. Coordination of provincial ict infrastructure
	Plan for provincial ICT infrastructure
	
	Conceptual ICT document developed.

	Broader connectivity in rural areas.
	2005/2006

	3. Develop & implement master systems plan (msp)
	Coordinated departmental it activities
	
	Planning in line with MSP guidelines

	Optimised and reliable it infrastructure
	July 2004

	4. Provision of telecommunication infrastructure (LAN & WAN)
	Network cabling and switches
Network maintenance contract
	
	Network all district offices and cost centres with head office and districts
Ensure that network is always operational through maintenance service contracts
	Improvement of internal and external communication and support to provincial database
For coordination of infrastructure provisioning
Reliability and availability of information in support of improved decision-making 
	2005/2006

	5. Hardware & software provision
	Acquisition of hardware and software
	
	90% of hardware and software as well as related accessories provided for department.

	Acquire adequate and reliable hardware & software as well as related accessories for the department, 
	2005/2006

	6. Software licensing
	Ensure all software in the department are legal.

	
	Adequate software and support services are provided
All software currently used in the department is licenced 
	Improved communication and service delivery
	2005/2006


	7. Provisioning of information management services
	Compilation & publication of quality departmental reports


	
	Publish quality annual reports quarterly reports, strategic plan and departmental  newsletter
	Improved communication

	2005/2006

	
	Fully functional information management resource centre.


	
	Develop a document cataloguing system.
Develop integrated document management system
	Improved access to documentation
Improved information sharing
	

	
	Functional intranet


	
	Improve, update and maintain  a departmental intranet

	User feedback, easy access to information.

	

	8. Communication services
	Communication strategy development


	
	Build positive relations with media, clients and stakeholders
	Positive public image
	2005/2006

	
	Implementation of communication strategy


	
	 Of reduced customer complaints 
	Customer satisfaction
	2005/2006

	
	Departmental events and campaigns management


	
	Informative stakeholder and public
	Well informed public and stakeholders
	

	1.3. Corporate services


	To render support through maintaining proper records for the department, 

Auxiliary services, customer care, management of shared service centres                                                                  

(ssc’s) in districts and management of the tender office.
	Budget

R 72,569,000

	1. Tele-communications infrastructure is in place.
	Review and finalise telephone policy for the dept.

Undertake a needs analysis of telephone infrastructure in the regions. Identify gaps. Produce a needs analysis report
	
	Percentage of switchboards upgraded.


	Reduce the number of cost centres not having telephone connectivity


	2005/2006

	2. Records management
	Re organise the layout of the registry and put in place adequate facilities for storage of records


	
	Percentage of files misfiled


	Improvement of filling systems and methods


	2005/2006

	
	Documentation kept in safe custody
	
	Percentage of documents in safe custody


	Assurance that documentation is safe and secure
	2005/2006

	
	Disposal of files in terms of national archives act.
	
	Percentage of files disposed of.


	Space availability and adherence to policy and procedures.


	2005/2006

	3. Auxiliary services
	Undertake a needs analysis of labour saving devices and put in place a resource plan to address backlogs


	
	% of available faxes and photocopy machines to all districts and cost centres.


	Improved service delivery and improved communication.
	2005/2006

	
	Accommodation and travel request.
	
	% of time taken in days to process requests for travel accommodation stationery.


	Quick response to cancellation and process of orders.

Reduce the percentage of complaints for travel and accommodation.


	2005/2006

	
	Decentralise budget to district office to procure in terms of the needs


	
	Percentage of furniture procured and allocated to all districts and cost centres in terms of their needs.


	Procurement and distribution of office furniture takes place at cost centre.
	2005/2006

	4. Government motor fleet and subsidised vehicles.
	Revise work methods and procedures and put in place control measures.


	
	Percentage of unlicensed vehicles.


	Reduction in the abuse of fleet .


	2005/2006

	5. Corporate governance
	Monitor and evaluate all procurement procedures in terms of the PPPF act and BBBEE
	
	Percentage compliance to the PPFACT, BBBEE


	Compliance to procurement processes.
	2005/2006

	
	Personnel expenditure
	
	Target to be achieved is 0.5%
	Reduction  in personnel expenditure.


	2005/2006

	
	PFMA adherence.
	
	Percentage of unqualified audit report and queries


	Reduce number of audit queries.


	2005/2006

	6. Financial management
	Budget achievability with accordance to plans
	
	Reduce percentage of over spending or under spending


	Sound financial management in the programme


	2005/2006

	
	Payments of accounts


	
	Percentage of time over days taken to process payments.
	Reduce time taken for the payment of accounts


	2005/2006

	7. Asset management
	Updated asset register with monetary value


	
	% of all assets reflected on register
	Up to date assets are inspected and inventory undertaken at ho.


	2005/2006

	
	Percentage of disposal of redundant and obsolete items
	
	%of  obsolete and redundant assets identified.
	Disposal of redundant assets.


	2005/2006

	8. Risk management
	Identify risks and compliance to financial policies
	
	% of compliance to financial policies
	Adherence to PFMA standards.


	2005/2006

	9. Learner ships


	Number of competence developed in terms of knowledge and skills per employee development.
	
	Percentage of employees trained.


	Improved skills and higher staff moral.


	2005/2006

	
	Pms management 
	
	Percentage of signed pi’s within the programme
	Adherence to PMS correct placement of staff.


	2005/2006

	
	Computer skills development and capacitated service providers
	
	Percentage of computer literacy among employees.


	Computer skilled personnel.


	2005/2006

	10. Service delivery improvement
	Number of business processes re-engineered in terms of procedures & systems within each sub- directorate in line with 
Batho-Pele initiatives.
	
	Percentage of processes and procedures concerning records and customer care management, analyse and mapped. 


	Improved service delivery.

Reduction in customer complaints.
	2005/2006

	11. Supply chain management
	Ensuring that the directorate meets the prescripts of the BBBEEE act and PPPF act.
	
	Percentage of goods and services procured in line with the BBBEEE and PPPF act within available budget.


	Adherence to prescribed procurement policies and acts
	2005/2006

	
	Reduce deviations from the procurement policy.
	
	% of deviation from procurement policy
	Reduce audit queries and adherence to budget plan.


	2005/2006

	1.4. Financial management


	To render support services to the department in terms of co-ordination of

The budget, control over stores, expenditure control and control over the                                                                       

Procurement of goods and services
	Budget

R47,075,000

	1. Departmental budgeting and financial management controls
	Expand budget as approved by treasury


	
	% of the expenditure against the budget
	Confirmed budget allocations from treasury. 

Reduction of virements and transfer of funds throughout the year.


	2005/2006

	
	Virements with in PFMA standards
	
	% of  audit queries for non-compliance to 8% rule


	Limit percentage of audit queries
	2005/2006

	
	Document business process flow
	
	Procedure manuals prescribes per operation to be developed


	Improved process flow
	2005/2006

	
	Reduce the payment cycle.
	
	% of payment completed after 30days.
	Payment complete with in 30 days as per PFMA
	2005/2006

	
	Optimization of resources
	
	Number of auctions held per financial year.


	Sale of redundant stock
	2005/2006

	
	Early warning system
	
	2 days before deadline
	Well informed financials
	2005/2006

	2. Corporate governance
	Institutional arrangements within the directorate
	
	% of audit queries based on non adherence to delegated.


	Limit % of audit queries.
	2005/2006

	
	Supply chain management
	
	The availability of the policy strategic document

Do be developed


	Procedure implemented and utilized
	2005/2006

	
	Financial management as per PFMA
	
	Early warning system reports submitted days before deadline.
	Financial management planning and support for the department


	2005/2006

	
	Budget achievability of plans
	
	% expenditure variance to monthly projections


	Drop in variance % for projection
	2005/2006

	
	Alignment of strategic plans
	
	% adherence to plans in strategic requirements


	Percentage improvement
	2005/2006

	3. Audit committee requirements
	Compliance with rules and regulations
	
	% of audit query reports
	Un-qualifying audit reports.


	2005/2006

	4. Departmental budgeting and financial management controls
	Expend budget as approved by treasury
	
	Percentage of audit queries for non-compliance to 8% rule


	Financial management control
	2005/2006

	
	Virements within pfma standards


	
	Percentage of audit queries for non-compliance to 8% rule.


	Reduction in audit queries
	2005/2006

	
	Document business process flow


	
	% procedure manuals, prescripts for operations


	Improved flow of operations
	2005/2006

	
	Reduction of the payment cycle


	
	Percentage of payments completed after 30 day


	Good clients service rendered.

Onetime payments.
	2005/2006

	
	Optimization of resources


	
	No of auction sales held per year


	Auction with compliance to procedures.


	2005/2006

	5. Management of purchases
	Administer contracts


	
	Check the validation period of contracts


	Valid contracts in place


	2005/2006

	
	Monitor purchases of goods and services in line with procurement procedures, pfma and treasury regulations


	
	Age analysis of outstanding orders
	Elimination of procurement backlog


	2005/2006

	
	Capacity building


	
	Relevant training courses


	Identification of suitable skills development programmes


	2005/2006

	
	Render support to directorates and districts by monitoring procurement and expenditure patterns
	
	Analyse expenditure and consolidation of expenditure reports
	Elimination of unauthorised, wasteful and fruitless expenditure


	2005/2006

	
	Monitoring procurement policies & regulations


	
	Systems and procedures in place
	Complete compliance with policies


	2005/2006

	
	Implement internal controls for procurement


	
	Conduct risk assessment annually


	Elimination of audit queries and potential fraud, negligence & corrupt activities


	2005/2006

	
	Set up and communicate procurement process


	
	Establish consultation and communication for users;

Provision of procedure manuals for the process


	Analyse returns on purchases
	2005/2006

	6. Risk management
	Risk assessment


	
	Human and financial resources


	Compilation of risks identified in department, actions to combat the potential risks.


	2005/2006

	
	Fraud prevention
	
	Audit plans to be driven by the assessments. Skilled personnel. 

Audit being carried, human & financial resources

Financial & human resources


	Compliance audits & internal audit to focus on high-risk areas.

Reports on progress 

Workshops for communicating
	2005/2006

	7. Development of   human resources
	Skills development
	
	% of trained personnel in their job related fields.
	Empowered employees
	2005/2006



	
	Assets management
	
	% policies and procedure adhered to.


	Ability to change and improve.
	2005/2006

	8. Optimize service delivery
	Supply chain best practise
	
	% of documented business processes
	Departmental supply chain reformed.


	

	9. 
	
	
	
	
	

	Programme 2 

Public works
	To manage the property requirements for all provincial 

Departments and to manage the provincial property

Portfolio 


	Budget

R 111,176,000

	2.1 property
	
	
	
	
	

	1. To plan, manage and implement the development of provincial roads, property and building infrastructure


	Disposal of redundant properties
	
	Number of properties disposed
	Empower historical disadvantaged individuals
	2005/2006

	
	Transfer of towns to municipalities
	
	Number of r293 towns transferred to the relevant municipalities per year
	Increased property ownership by municipalities and the public


	2005/2006

	
	Vesting of provincial properties
	
	The number of properties vested and proactive vesting 


	
	2005/2006

	
	Management and administration of provincial property portfolio


	
	% of up to date leases signed out of total of properties rented

% of sq. M  of office space requested by client depts. Actually provided

% occupancy level 


	Improved portfolio value for provincial govt


	2005/2006

	
	Special acquisition
	
	Availability of land for the relocation of the legislature to Polokwane

Acquisition of gateway airport

Acquisition of Dendron road camp

Number of office buildings acquired in Polokwane per year.

Extension of the parliamentary village in Polokwane


	Government departments’ accommodation requirements are adequately met


	2005/2006

	
	Provision of 

Security services
	
	Number of theft/security cases reported

% reduction in theft / security cases reported and adequately resolved


	Quality of life of tenants is enhanced
	2005/2006

	
	Cleaning services
	
	% of sq. M cleaned each year

% reduction of customer complaints


	Improvement in service delivery across all our function


	2005/2006

	
	Gardening and landscape services
	
	No. Of m2 maintained
	Improved serviced delivery


	2005/2006

	2. Procurement
	Supply chain management
	
	% deviation of commitment register from budget
	Adherence to pfma and sound financial management


	2005/2006

	
	Revenue
	
	Amount of rental currently collected on properties

Correctness of the number of revenue generating properties

Number of properties disposed off per year
% of reduction in defaulters

% increase in the number of assets registered on the asset register


	Compliance with all the requirements and standards


	2005/2006

	3. Workplace and health
	%  reduction on injury on duty cases 

% compliance to ohs requirements
	
	%  of new cases reported quarterly
	Reduction in grievances and complaints.

Compliance to legislative requirements and standards 

Compliance with labour legislation  


	2005/2006

	4. Corporate governance
	Level of compliance to set a percentage of targets (whole score cards and all units)
	
	% of set targets achieved
	Optimal performance of the department


	2005/2006

	5. To develop and monitor implementation of a service delivery improvement plan 

For the department


	Service delivery improvement 


	
	Availability of integrated SDI plan

% level of customer satisfaction per year


	Continuous improvement
	2005/2006

	6. To develop a human resources development strategy to address the skills shortage in the built environment as well as the internal HRD needs.


	Human resource development
	
	% increase in skills level of the built environment

% increase in the skill level of internal employees


	Implementation of the departmental skills plan


	2005/2006

	7. Strategic key point( 6 ) r& d
	Energy management
	
	% energy cost savings from total energy bills payable.


	Continues improvement
	2005/2006

	2.2 Government buildings

(other infrastructure)
	To offer building construction management, project management,

Contract management and building maintenance services to the

Department and other provincial government departments 
	Budget

R275,969,000

	1. Render efficient maintenance of government buildings for safe and reliable use in prescribed regulations and standards.


	Maintenance of government buildings and installations.


	
	% of successfully executed maintenance plans for government buildings every year.

% reduction in number of maintenance related complaints


	Effective management of government building maintenance programs.
	

	2. To plan, implement and offer project management in the development of building infrastructure
	Construction of new building infrastructure

Upgrading of existing buildings to conform to accessibility regulations

Provision of additional accommodation at road camps.

Upgrading of two-way radio communication infrastructure

Electromechanical contractor development programme

Alternative building materials programme


	
	% of  successful  execution of capital projects

% of government buildings that conform to accessibility regulations

% of  successful  completion  road camps units annually

Number of HDI electromechanical contractors and jobs created

Number of entrepreneurs trained in alternative building materials 


	Capital works projects are designed planned and managed adequately to meet the client departments’ needs.


	2005/2006

	3. EPWP
	Plumbing and carpentry skills development 

Emerging contractor development programme (ECDP)
	
	Number of HDI carpentry and plumbing entrepreneurs

Number of successfully trained building contractors
	Reduction in unemployment and poverty levels


	2005/2006

	4. Budget management
	Activity based budgeting/ costing

Expenditure control

Aligning the budget allocations to strategic business plans


	
	% allocation of voted funds to approved activities and programmes of the business plans

Extent (in %) of compliance with financial delegations, supply chain, PPPFA, tender regulations and evaluation criteria andCIDP requirements.

% reduction in expenditure on unplanned / unfounded activities


	Sound and accountable financial management 

Increased financial viability of directorate.


	2005/2006

	5. Procurement
	Implement procurement delegations and regulations
	
	% of tenders, quotations and financial transactions processed in accordance with PPPFA, CIDP, tender procedures and financial delegations
	Procurement of goods and services according prescribed regulations


	2005/2006

	6. Improve safety at construction and maintenance sites
	Adherence to ohs act

Adhere to environmental control statutes


	
	% of  construction workers using appropriate tools and protective clothing  


	Implement safety practices at building construction and maintenance sites. 

Adherence to safety regulation


	2005/2006

	7. Implementation of performance management system
	Regular review and assessment of staff


	
	% adherence to periodic assessments and performance reviews
	Implementing of performance management system for staff progression and quality achievements


	2005/2006

	8. Management of service level agreements
	Management and implementation of business plans
	
	% reduction in poor performance
	Management of service level agreements with clients 

Service delivery improvement


	2005/2006

	9. Skills development
	Identification of skills gaps from performance reviews, and appropriate training


	
	Number of personnel trained
	Improved skills level in the directorate 


	2005/2006

	10. Service delivery improvement
	Continue implementation of identified opportunities

Identification of areas of improvement 


	
	% implementation of the identified opportunities

No of improvement initiatives
	Continuous improvement of service to clients
	2005/2006

	11. Improved utilisation and performance of maintenance contracts for specialized services
	Clarify and document maintenance management procedures for head office and district personnel, especially for outsourced services
	
	% of developed and implement a comprehensive procedure manual on the management of maintenance contracts


	Continuous improvement and implementation of the procedure manual on maintenance contracts
	2005/2006


13.
“To be” IM environment

13.1
Overview

The inclusion of this section to the document is to create an awareness by showing the plan in terms of what we see the strategy could look like from our initial assessment of the Departments documentation and workshops thus far. 

Based on the information provided to us thus far by the business functions does not have enough information to conclusively show a “to be” and the linkages that exist amongst the units of the department as a business. 

We eventually need then to look at building the environment to clearly highlight all the areas that will be addressed by the strategy through its development.  It should be noted that once the information from the questionnaire has been factored into the gap analysis report we will have new developments and changes to the overall Information Management strategy environment as it is now perceived.

13.2
Alignment between departmental and IM vision, mission

	
	Departmental
	IM Directorate

	Vision
	Adequate and Reliable Integrated Public Infrastructure for Growth, Development and a Prosperous Provincial Economy.
	A fully optimised IM service that, in conjunction with IT, provides in the total sphere of IM/IS needs of public works on all levels. ?????

	Mission
	To facilitate the development of sustainable Integrated Provincial Infrastructure by providing leadership in the planning, management and implementation of programmes through optimal utilization of resources for accountable and customer - oriented service delivery for a united, non - racial, non-sexist, democratic South Africa.
	Enabling quality service delivery in the Department by the provisioning of relevant, accurate and timeous information services


In an ideal situation, IM objectives would be clearly stated in support of functional Department goals in the strategic plan, so that alignment between goals and objectives will be more direct and less of an inference. However, since it is possible to currently formulate the departmental and IM vision, mission, goals and objectives, this is not crucial for developing the IM strategy. What are the goals, objectives of IM. What about doing a workshop with the unit to really define what they should do. Suggest facilitators, contact Retia from SITA  for three day training/workshop

Information as a resource is not yet fully established in the Department. It is strongly advised that some general goals and objectives for putting IM in place be included at departmental level.

The Information Management project proposes the following IM goals: where are these coming from are they generic or not Shouldn’t they come out of a consultative process ?

a) to develop, implement and evaluate an information strategy that will enable the integrated, effective and efficient management of information in the Department;

b) to ensure that information, as a strategic resource, is utilised fully and cost effectively in order to realise the Departmental strategic objectives;

c) to promote the concept of information and knowledge as strategic and costly resources of which the Department is the custodian;

d) to proactively address the internal information needs of the users as well as the promotion of public access to relevant information;

e) to facilitate the maximisation of the quality, usefulness and value of information generated, collected, maintained and disseminated;

f) to integrate and coordinate the development of consolidated data bases for easy access to information;

g) to enhance the quality of service delivery through the integration of information;

h) to facilitate a training programme for information management.

13.3
Possible additional goals or objectives:

a) to facilitate the development of a culture of sharing and reusing of information; and

b) to improve transparency through good documentation, effective communication and traceability of documented information.

14.
Organisational culture in the Department

A culture totally conducive to IM, ultimately leading towards KM and the concept of a learning organisation or wisdom, is needed and should be actively pursued. Positive indications are: 

a) the existence of informal and intuitive communities of practice amongst cross-cutting project teams, although they probably do not realise that they can be “described” as communities of practice;

b) departmental values that strive towards IM transparency and shared knowledge, although the focus seems to be more unit based than Departmental wide;

c) the development of the IMS shows that IM is acknowledged and taken seriously;

d) the composition of IM can be viewed as a starting point in terms of building an information and knowledge sharing culture; and

e) the inclusion of IM in departmental strategic sessions can be used as point of departure for building information and knowledge sharing. 

Continual presentations IM awareness sessions and the roll-out of a change management programme when implementing the IM strategy is of crucial importance. Change management should be a continuous and integral part of all IM related activities and should receive special attention. 

15.
Stakeholders and IM

An integrated stakeholder environment with regard to IM issues such as planned information gathering and seamlessly shared information is the ideal. It is especially important to take the complexity of information needs and information flow between stakeholders into consideration.  It should, for instance, be ensured that information flows as follows:

a) through all the tiers of the department 

b) as part of a integrated process across departmental boundaries,

c) within the skills Development domain, and

d) internally within the Department, linking operational, and strategic information from different silos to become more efficient and effective.

15.1
IM and departmental processes

All aspects of IM (for instance information flow or information sharing) should be supported by clear, standardised processes and procedures, which would allow for no misunderstanding about expected activities on their part by information workers. 

For example: if any employee of the Department has attended an external course or conference/symposium/workshop funded by the department, such a person must, within a week after returning to work, hand in an electronic abstract about the content of the event together with a copy of any available course material or handouts at the Departmental Registry for capturing on the departmental knowledge base. 

15.2
IM services in the Department

The ideal would be to have as wide a range of relevant and state-of-the-art services from the IM portfolio in the Department as possible. All information content should be valid, accurate, accessible, reliable, in the right format at the right place at the right time. All IM activities should also be fully aligned with IM related Acts, like the National Archives Act, the Promotion of Access to Information Act, and the ECT Act. How ?

Applicable IM services should be chosen from the following portfolio services for inclusion in the strategic plan. Definitions and/or descriptions of selected the terms used in the portfolio of services are: Are these activities that need to be done or not ?

	No
	Activity
	Sub-activity
	Output/deliverables

	1
	Plan IM
	Compile IM policy 
	Departmental IM policy

	2
	Promote 

Awareness of what
	Compile IM marketing plan
	Departmental IM marketing plan

	
	
	Provide IM empowerment training 
	IM empowerment training curriculum

	
	
	
	IM empowerment training courses

	3
	Continually Analyse IM needs
	Determine IM needs of stakeholders
	Updated and Documented IM needs

	
	
	Conduct regular information audits
	Information audit report

	
	
	Develop implementation plan
	Implementation plan

	4
	Identify IM-related system and application needs
	Document IM needs for technology solutions
	Documented user requirement specification (URS)

	
	
	
	Documented functional specification

	
	
	Conduct IM functional system evaluations
	IM functional evaluation of IM related systems

	
	
	Create/provide input for a technical IM architecture based on IM activities/needs
	Technical IM architecture

	5
	Execute IM management
	Advise on information collection and/or access
	Information collection plan

	
	
	
	Monitored relevant parts of the information industry

	
	
	
	Identified and select information providers

	
	
	
	Information collection bases

	
	
	
	Access to relevant external information

	
	
	
	Provide input on Departmental portal structure; information sources and references; different views for different stakeholders; and customisation according to information needs. 

	
	
	Disseminate IM (push)
	Regularly updated user interest profiles 

	
	
	
	Disseminated information (e.g. Current Awareness Services)

	
	
	Provide/advise on IM physical resource management
	Optimised library/resource centre services

	
	
	
	Optimised registry services

	
	
	
	Enterprise Content Management services

/advice, including workflow and archiving

	
	
	Provide IM content design
	Information taxonomies (including defining of subject terms)

	
	
	
	Specific Corporate thesauri

	
	
	
	Website information structure design

	
	
	
	Content metadata

	
	
	
	Comprehensive File plans

	
	
	Process/repackage information content 
	Add value through subject matter indexing (especially when adding subjects that do not actually occur in the text, but is implied in the text) 

	
	
	
	Create Decision Registers

	
	
	
	Website content repackaging

	
	
	
	Repackaging in specialised databases

	
	
	
	Specify Knowledge base

	
	
	Conduct IM quality control
	Conduct spot checks on databases 

	
	
	
	Ensure correct use of content metadata

	
	
	
	Ensure adherence to IM principles, procedures, standards, etc

	
	
	Provide information management tools and techniques
	Physical and electronic stores of organised company information (library and registry)

	
	
	Support overall integration of information 
	Ensure integration and non-duplication of information on different systems

	
	
	Retrieve information (pull)
	Retrieval services

	
	
	
	Accessible information (internal & external information) 

	
	
	Dispose/archive information
	Disposed information

	
	
	
	Archive information (Records Management)

	
	
	Advise on IM risk management
	IM Risk management plan

	
	
	Advise on compliance with IM related Acts
	Departmental Information Manual 

	
	
	
	Departmental Service for Promotion of Access to Information Enquiries

	
	
	
	Ensure compliance with the National Archives Act (Records Management)

	
	
	Mobilise knowledge creation and capturing
	Integration and interpretation of information, determining trends, etc.

	
	
	
	After action reviews

	
	
	
	Exit reviews

	
	
	
	Knowledge harvesting

	
	
	Establish /Enhance access to knowledge
	Peer assists

	
	
	
	Social Network Analysis

	
	
	
	“Yellow Pages”

	
	
	Promote IM sharing culture
	Communities of practice

	
	
	
	Identifying and sharing best practices

	
	
	
	“Story telling” promote success

	6
	Evaluate IM management
	Compile/update evaluation questionnaires
	Customised evaluation questionnaires

	
	
	Interpret questionnaire results
	Feedback report


15.3
IM infrastructure in the Department

An ideal IM infrastructure implies the availability of all resources needed to provide the widest relevant range of IM services listed in the portfolio of IM services/products. This includes:

a) sufficient skilled personnel to provide IM services;

b) a functional IM structure that supports all IM activities;

c) access to a wide range of applicable, professional information sources (mostly external sources like commercial databases);  

d) a budget to support such an infrastructure; and

e) sufficient budget to accommodate the IM personnel and related facilities. 

Since the current IM structure does not support all proposed IM activities, a version of a possible new IM structure (which emphasises the need for additional IM personnel)  Include job descriptions for all the posts
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Enterprise Content Management

Content Management does not specifically refer to any one or combination of applications but rather encompasses all business practices and technical processes that are performed for the purpose of capturing, managing, maintaining, sharing and preserving recorded media. It includes the distribution of content across a variety of applications and types of output for the entire organisation.

Information Management must be seen in the context of the future objective to realise Knowledge Management as a discipline to promote “an integrated approach to identifying, managing and sharing all of an enterprise's information assets. These information assets may include reports, databases, documents, policies and procedures as well as previously unarticulated expertise and experience resident in individual employees.” 

15.4
IT support to IM needs in the Department

User-friendly IT enablers that fully support departmental IM needs and services without dictating processes are needed. Interoperability and compatibility between different systems are also important to ensure a seamless capability of sharing and access information. Which ones ?

16.
Information Categories

Information needs to be grouped into categories to be able to structure information and improve accessibility to the different types of information. The categories recommended and discussed during the information workshops to enable the more efficient gathering and dissemination of organisational information are: Given that you have studied DPW what are the categories that you recommend? Might need to sit down and discuss this with registry staff ?
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17.
Performance Measures to be considered

I am not sure on the value of this section especially if its not populated

Describe the proposed conceptual indicators

17.1
Conceptual Measurement Framework

MISSION AND BUSINESS RESULTS (SERVICES FOR CITIZENS)
This Measurement Category captures the extent to which results related to services that the department provides both to and on behalf of the citizen are achieved.

	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	COMMUNITY AND SOCIAL SERVICES- Community and Social Services includes all activities aimed at creating, expanding, or improving community and social development, social relationships, and social services in the RSA. This includes all activities aimed at rural. regional specific or national social development and general social services. This Line of Business includes general community development and social services programs, as well as conditional benefit programs that promote these objectives.


	Homeownership Promotion
	

	
	Community and Regional Development
	

	
	Social Services
	

	
	
	

	DISASTER MANAGEMENT- Disaster Management involves the activities required to prepare for, mitigate, respond to, and repair the effects of all disasters whether natural or man-made.


	Disaster Monitoring and

Prediction  
	

	
	Disaster Preparedness

and Planning
	

	
	Disaster Repair and Restore
	

	
	Emergency Response
	

	HEALTH - Health involves programs and activities to ensure and provide for the health and well being of the public. This includes the direct provision of health care services and immunizations as well as the monitoring and tracking of public health indicators for the detection of trends and identification of widespread illnesses/diseases. It also includes both earned and unearned health care benefit programs.


	Prevention/Awareness
	

	
	Monitoring
	

	
	Health care services
	

	
	
	

	GENERAL GOVERNANCE - General Governance involves managing the general overhead costs of the department, including legislative and executive activities; provision of central fiscal, personnel, and property activities; and the provision of services that cannot reasonably be classified in any other Line of Business. As a normal rule, all activities reasonably or closely associated with other Lines of Business or Sub-Functions shall be included in those Lines of Business or Sub-Functions rather than listed as a part of general government. This Line of Business is reserved for central management operations; any-specific management activities that can be directly linked to a particular line of business would not be included here.


	Central Fiscal Operations
	

	
	Legislative Functions
	

	
	Executive Functions
	

	
	Taxation Management
	

	
	Central Records and

Statistics Management
	

	LITIGATION AND JUDICIAL ACTIVITIES- Litigation and Judicial Activities refers to those activities relating to the administration of justice within the social environment.
	Judicial Hearings
	

	
	Legal Defense
	

	
	Legal Investigation
	

	
	Legal Prosecution and

Litigation
	

	
	Resolution Facilitation
	

	RESEARCH AND INNOVATION - Research and Innovation includes all Departmental activities to meet the national need to advance knowledge in social care. This includes general research and technology programs, space exploration activities, and other research and technology programs that have diverse goals and cannot be readily classified into another Line of Business or Sub-function. 
	Scientific and Technological

Research and Innovation
	

	
	Environmental Exploration and Community development Innovation
	

	
	
	

	
	
	


 MISSION AND BUSINESS RESULTS (MANAGEMENT OF GOVERNMENT RESOURCES)
	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	ADMINISTRATIVE MANAGEMENT - Administrative Management involves the day-to-day management and maintenance of the internal infrastructure.


	Facilities, Fleet, And Equipment Management
	

	
	Help Desk Services
	

	
	Security Management
	

	
	Workplace Policy Development And Management 
	

	
	Travel
	

	FINANCIAL MANAGEMENT – The use of financial information to measure, operate and predict the effectiveness and efficiency of an entity’s activities in relation to its objectives. The ability to obtain and use such information is usually characterized by having in place policies, standards, and a system of controls that reliably capture and report activity in a consistent manner.


	Accounting 
	

	
	Budget and Finance 
	

	
	Payments 
	

	
	Collections and Receivables 
	

	
	Asset and Liability Management 
	

	
	Reporting and Information 
	

	HUMAN RESOURCE MANAGEMENT - Human Resource Management involves all activities associated with the recruitment and management of personnel, temporary employees and contract workers


	Benefits Management
	

	
	Personnel Management
	

	
	Payroll Management and Expense Reimbursement
	

	
	Resource Training And Development
	

	
	Security Clearance Management
	

	
	Staff Recruitment And Employment
	

	INFORMATION AND TECHNOLOGY MANAGEMENT – Information and Technology Management involves the coordination of information technology resources and systems required to support or provide a citizen service.


	Lifecycle/Change Management
	

	
	System Development
	

	
	System Maintenance
	

	
	IT Infrastructure Maintenance
	

	
	IT Security
	

	
	Backup and Recovery
	

	
	Information Management
	

	SUPPLY CHAIN MANAGEMENT - Supply Chain Management involves the purchasing, tracking, and overall management of goods and services.


	Procurement
	

	
	Inventory Control
	

	
	Logistics Management
	

	
	Services Acquisition
	

	
	
	

	
	
	

	
	
	

	
	
	


MISSION AND BUSINESS RESULTS (SUPPORT DELIVERY OF SERVICES)

	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	REGULATION AND CONTROLS - Controls ensures that the operations and programs of the Department and its external business partners comply with applicable laws and regulations and prevent waste, fraud, and abuse. 
	Corrective Action
	

	
	Program Evaluation
	

	
	Program Monitoring
	

	INTERNAL RISK MANAGEMENT AND MITIGATION - Internal Risk Management and Mitigation involves all activities relating to the processes of analyzing exposure to risk and determining appropriate countermeasures. 
	Contingency Planning
	

	
	Continuity Of Operations
	

	
	Service Recovery
	

	LEGISLATIVE RELATIONS - Legislative Relations involves activities aimed at the development, tracking, and amendment of public laws through the legislative branch of the Federal Government.
	Legislation Tracking
	

	
	Legislation Testimony
	

	
	Proposal Development
	

	
	Departmental Liaison Operations
	

	REGULATORY DEVELOPMENT - Regulatory Development involves activities associated developing regulations, policies, and guidance to implement laws. 
	Policy and Guidance Development 
	

	
	Comment Tracking
	

	
	Rule Publication
	

	
	Standards
	

	
	
	

	PLANNING AND RESOURCE ALLOCATION - Planning and Resource Allocation involves the activities of determining strategic direction, identifying and establishing programs and processes, and allocating resources (capital and labor) among those programs and processes. 
	Budget Formulation
	

	
	Capital Planning
	

	
	Enterprise Architecture
	

	
	Strategic Planning
	

	
	Budget Execution
	

	
	HR Planning
	

	
	Management of Improvements
	

	Communication - Involves the exchange of information and communication between the Department, citizens and stakeholders in direct support of citizen services, public policy, and/or national interest.
	Complaints
	

	
	Information Dissemination
	

	
	Product and Service communication
	

	
	
	

	REVENUE COLLECTION - Revenue Collection includes the collection of Government income from • Debt Collection all sources. Note: Tax collection is accounted for in the Taxation Management Sub-Function in the General Government Line of Business. 
	Debt Collection
	

	
	User Fee Collection
	

	
	Asset Sales
	

	
	
	

	
	
	

	
	
	


CITIZEN RESULTS
	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	Citizen Benefits – All the services and products delivered to citizens and the community
	Customer Satisfaction
	

	
	Customer Service Complaints
	

	
	Customer Impact or Burden
	

	
	Customer Training
	

	Service Coverage – The general geographic and population coverage of services delivered.


	New Customers & Market Penetration
	

	
	Frequency & Depth
	

	
	Service Efficiency
	

	
	
	

	Timeliness & Responsiveness -  The average turnaround time to respond to applications, queries and making awards


	Response Time
	

	
	Delivery Time
	

	
	
	

	
	
	

	Service Quality – The degree to what the service provide in the need and the accuracy of delivery.


	Accuracy of Service or Product Delivered
	

	Service Accessibility – The ease of generating and submitting applications and delivering responses.


	Accessibility
	

	
	Rules on Availability
	

	
	Automated processes
	

	
	Integration of requests
	

	
	
	


PROCESSES AND ACTIVITIES
	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	Financial – The cost of processes and the revenue generated. How well does processes contribute to improve service delivery and to implement controls
	Financial Management
	

	
	Costs
	

	
	Planning
	

	
	Savings & Cost Avoidance
	

	Productivity & Efficiency – The productive and efficient utilisation of resources in the relation to the services delivered.
	Productivity
	

	
	Efficiency
	

	
	
	

	
	
	

	Cycle Time & Timelines – The cycle times and timelines for responses and services delivered.
	Cycle Time
	

	
	Timeliness
	

	Quality – Measuring the general dimensions of quality.
	Errors
	

	
	Complaints
	

	Security & Privacy – Measuring leakage of information and other data access violations
	Security
	

	
	Privacy
	

	Improvement & Innovation – The management and quality of improvements and new service and product innovation
	Suggestions/Participation
	

	
	Policies
	

	
	Compliance
	

	
	Knowledge Management
	

	
	The added value of Innovation & Improvement
	


TECHNOLOGY
	Measurement Category
	Generic Measurement Indicator

Grouping
	“Operationalised”

Measurement Indicators

	Financial – The IT cost vs. contribution to revenue earned or the direct value added or contribution to increase efficiency and productivity.


	Overall Costs


	

	
	Licensing Costs


	

	
	Support Costs


	

	
	IT Composition


	

	Quality – The turnaround times to generate responses or solve problems, errors etc.


	Errors
	

	
	Cycle times
	

	
	Paper waste
	

	
	Data Reliability & Quality
	

	Efficiency – How effective is the IT service?


	Interoperability
	

	
	Accessibility
	

	
	Load levels
	

	
	Improvements
	

	Information & Data
	Data Sharing/Duplication
	

	
	Standardisation
	

	
	Availability
	

	
	
	

	
	
	

	Effectiveness
	User Satisfaction
	

	
	User Requirements
	

	
	Contribution to, Customer, 
	

	
	Contribution to Process,  or Mission
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