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It is my pleasure to present the 
reviewed Public Protector South Africa 
Strategic Plan 2011-14. The Strategic 
Plan remains anchored in Public 
Protector Vision 2020 which seeks to 
direct institutional energies on a 10 
year time span while the Strategic Plan 
concentrates on a three year period.

The reviewed Strategic Plan 
is a product of a year of rigorous 
implementation of the new vision 
and Strategic Plan that were adopted 
in March 2010 following a thorough 
mandate analysis and extensive 
stakeholder consultations. The 
commemoration and reflection on the 
15th anniversary of the Public Protector 
as an institution supporting democracy 
also added impetus for reflection 
and introspection on this office’s 
performance against its constitutional 
mandate.

The review process combined 
reexamining the assumptions that 
underpinned the original Public 
Protector Vision 2020 and Strategic 
Plan 2010-13 and reflections on 
lessons learned in the 12 months of 
implementation. The outcome of the 
review process, which included an 
ongoing strategic conversation, which 
culminated in a facilitated strategy 
review session attended by all Senior 
Management Services (SMS) members 
of the Public Protector SA followed 
by deliberations and adoption by the 
Executive Committee, was a decision to 
retain the broad strategic thrust.

We have accordingly retained 
unaltered the vision, mission, values 
and strategic objectives. To address 
lessons learned during implementation, 
and in response to a few shifts in the 
operational environment, including 

fiscal challenges, a few changes have 
been made at the level of specific 
strategies and sub-strategies. 

The Public Protector remains 
steadfastly anchored in the 
constitutional mandate of investigating 
and redressing improper or prejudicial 
conduct in all state affairs and the 
public administration with a view 
to promoting good governance in 
pursuit of strengthening constitutional 
democracy.

We have endeavoured and remain 
committed to maintaining the highest 
level of integrity and to gain the trust 
of all South African people. We take 
seriously the aspirations of the founders 
of our democracy who saw if fit that an 
agency of this nature should play a role 
in reconciling citizens with the state 
through exacting accountability and 
resolving grievances against organs of 
state.

At operational level this office 
remains primarily focused on resolving 
disputes concerning maladministration 
and abuse of resources as authorized 

by the Public Protector Act while 
giving attention to the other mandate 
areas which include being the sole 
oversight agency supporting the 
enforcement of executive ethics while 
playing a key role in the enforcement 
of the Prevention and Combating of 
Corrupt Activities Act, the Protected 
Disclosure Act, the Promotion of Access 
to Information Act and the Housing 
Protection Measures Act, among others.

We remain steadfastly committed 
to becoming a trusted, effective 
and accessible Public Protector 
that rights administrative wrongs 
and consistently acts with integrity 
to ensure fair, accountable and 
responsive decision-making, service 
and good governance in all state 
affairs and public administration 
in every sphere of government. 
Our efforts remain informed by our 
promise to:

• Be trusted and accessible to all  
 persons and communities;
• Provide prompt remedial action;
• Promote good governance in the   
 conduct of all state affairs;
• Become an efficient and effective  
 organization; and
• Achieve an optimal performance  
 and service focused culture 

Our core values, which include 
the values of independence and 
impartiality, fairness, equality and 
redress, remain unchanged. So do 
the core principles of accountability, 
integrity and responsiveness, to 
which we continue to hold ourselves 
and organs of state as pillars of good 
governance.

Supporting our developmental state 
not only to mature as a constitutional 
democracy but specifically to achieve 

1.1 Public Protector’s statement of policy and commitment
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its developmental goals, including 
Millenium Developmental Goals, 
continues to inform our oversight 
endeavours as we strive to give 
the people a voice and the state, a 
conscience. 

In this regard we continue to 
give priority to prompt resolution of 
bread and butter matters such as social 
grants, pensions and moneys owed by 
organs of state. Our efforts remain 
anchored in a two pronged strategy 
of promptly redressing each specific 
wrong in compliance with sections 182 
and 195 of the Constitution, Batho 
Pele principles and our own strategic 
objectives, while effecting systemic 
change to help the state transform 
itself in pursuit of good governance so 
that it consistently gets things right the 
first time.

Growing public faith in this office 
is humbling and inspiring. However, 
we remain concerned about resource 
constrains that continue to impede 
timely and quality delivery especially 
in bread and butter matters. Resource 

constraints also continue to hamper 
our ability to meet our statutory 
time limitations under the Executive 
Members Ethics Act. Our smart
working efforts aimed at doing more
with less and which include 
specialization, benchmarking, capacity 
building and streamlined operations, 
have paid gratifying dividends but have
failed to make up for the gross under
resourcing of this office. 
Accordingly, our plea for more 
resources, particularly to address our 
investigation capacity and to make 
good on the constitutional injunction 
regarding accessibility to all persons 
and communities, remains.

Making an impact continues to 
power our efforts, particularly as 
regards ensuring the expeditious 
implementation of this office’s 
findings and ensuring that its work 
also addresses systemic and structural 
administrative and governance 
deficiencies to prevent a recurrence 
of the same or similar administrative 
injustices or problems. 

Going forward, the focus will be 
on intensifying the strategy alignment 
process commenced in the past year. 
Adhering to good quality and good time 
in case handling while ensuring lasting 
impact on good governance, the rule 
of law and human rights, continue 
to underpin the overall vision and 
strategy.

The unwavering support from 
Parliament, other organs of state, 
civil society, the media and the 
international community remains 
a source of encouragement and 
inspiration. We continue to count on 
this support to help us maintain and 
exceed our promises to the people of 
South Africa.

Adv Thuli (Thulisile) N. Madonsela
Public Protector of the Republic of 
Public Protector South Africa
31 March 2011

1.1 Public Protector’s statement of policy and commitment
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1.2   Overview by the Chief Executive Officer

The Public Protector South Africa 
having developed and implemented 
its Strategic Plan 2010 – 2013, felt it 
was prudent to engage in a vigorous 
exercise of reviewing it. The main aim 
of the exercise was to review progress 
made in meeting the targets we set 
for ourselves, challenges standing in 
the way of effective implementation 
and formulation of strategies that 
will take the Public Protector closer 
to the desired goal of promoting good 
governance. Like any other self-

appraisal exercise, this was not easy 
as subjectivity sometimes creep in. 
A multiplicity of views and opinions 
were raised but ultimately, a consensus 
was reached that the essence of 
the Strategic Plan was still relevant 
and needed to be retained with its 
objectives pursued with more vigour.

Furthermore, the review whilst 
acknowledging that significant progress 
in re-engineering our organization 
has been made, pointed to a number 
of gaps that needed to be filled if 
we are to remain relevant and even 
more responsive to the aspirations 
of the South African populace. These 
gaps are among others: the need to 
broaden access to and enhance trust 
by all persons and communities, the 
organisation’s ability to take remedial 
action and the reality of limited 
resources, human and financial.

In juxtaposing the challenges the 
Public Protector South Africa is facing 
with the goodwill and support we are 
getting from the National Assembly 
and Government, we are able to draw 

strength and inspiration that, whilst 
pursuing all avenues to mobilise more 
resources that will enable us to perform 
optimally, effectively and efficiently, 
we will continue to do more with less 
in order that those of our people who 
need our services are served with 
distinction and diligence. It would 
not be easy but having a strategic 
framework that guides our work will 
go a long way in easing the weight of 
being accessible to and trusted by all 
the people we are carrying.

The caliber of the leadership, 
management and staff at the Public 
Protector South Africa gives me the 
buoyancy that we will not be found 
wanting but will achieve what we 
have set ourselves to achieve in the 
reviewed Strategic Plan.

Themba Mthethwa
Chief Executive Officer
31 March 2011 
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2.1 Mandate

PART 2: STRATEGIC OVERVIEW

2.1.1 Constitutional Mandate
In terms of Section 181-182 of the Constitution of the Republic of South Africa, 1996 the mandate of the Public Protector 
is to support and strengthen constitutional democracy by investigating any conduct in state affairs, or in the public 
administration in any sphere of government, that is alleged or suspect to be improper or to result in any impropriety 
or prejudice; to report on that conduct; and to take appropriate remedial action. The Public Protector must be 
accessible to all persons and communities.

2.1.2 Mandate reas
The mandate of the Public Protector is to strengthen constitutional democracy by investigating and redressing improper and 
prejudicial conduct, maladministration and abuse of power in all state affairs; resolving administrative disputes or rectifying 
any act or omission in administrative conduct through mediation, conciliation or negotiation; advising on appropriate 
remedies or employing any other expedient means; reporting and recommending; advising and investigating violations of the
Executive Members Ethics Act of 1994; resolving disputes relating to the operation of the Promotion of Access to Information 
Act of 2000 and discharging other responsibilities as mandated by the following legislation: 

1) Prevention and Combating of Corrupt Activities  Act 12 of 2004
2) Protected Disclosures Act 26 of 2000;
3) National archives and Record Service Act 43 of 1996;
4) National Energy Act 40 of 2004
5) Housing Protection Measures Act 95 of 1998;
6) Promotion of Equality and Prevention of Unfair Discrimination Act 4 of 2000;
7) Public Finance Management Act of 1999; 
8) Lotteries Act 57 of 1997;
9) Special Investigation Units and Special Tribunals Act 74 of 1996; and
10) National Environmental Management Act 108 of 1999;
11) Electoral Commission Act 51 of 1996.

The work of the Public Protector is further informed by the provisions of the Promotion of Administrative Justice Act 3 of 
2000 (PAJA) and other laws that regulate the conduct of state organs and public administration.

2.2 Vision
A trusted, effective and accessible Public Protector that rights administrative wrongs and consistently acts with integrity 
to ensure fair, accountable and responsive decision-making, service and good governance in all state affairs and public 
administration in every sphere of government.

2.3 Mission
To strengthen constitutional democracy  in pursuit of our constitutional mandate by investigating, rectifying and redressing 
any improper or prejudicial conduct in state affairs  and resolving related disputes through mediation, conciliation, 
negotiation and other measures to ensure fair, responsive and accountable public sector decision-making and service delivery.



2.4 Core values and principles

2.4.1 Core Values
Anchored in the supremacy of the Constitution and the rule of law, all operations and
communications are informed by the following values: 

1) Independence and Impartiality – we perform our constitutional duties without fear or favour, and without deference  
 to any person or institution
2) Human Dignity – we respect the constitutionally protected dignity of all those we interact with as we deliver services  
 and manage our affairs
3) Equality – we treat all those we serve or interact with equal consideration, taking into account human diversity and   
 related needs
4) Ubuntu – we serve with humanity, empathy, compassion, understanding, and  respect for every person’s human rights
5) Redress – we strive to achieve remedial action where wrong has been done
6) Accountability – we always give an account of our actions and decisions and promote the same within the state
7) Integrity – we keep our promises and maintain high standards of trustworthiness, mindful of our obligation of   
 confidentiality
8) Responsiveness – we expeditiously deliver services that equally address the needs of all persons and communities
9) Transparency – we maintain openness in all our actions keeping affected parties informed at all times
10) Justice and Fairness – we investigate and resolve complaints and treat all persons in a manner that promotes fair   
 administrative action and lawfulness

2.4.2 Core Principles
In addition to the core values, the work of the Public Protector and its interaction with the public and the state are anchored 
in the core principles of: Accountability, Integrity and Responsiveness (AIR). We further remain committed to and seek 
to promote public sector adherence to section 195 of the Constitution and the following eight Principles that 
constitute the cornerstone of public sector service delivery:

1) Consultation
2) Setting Service Standards;
3) Increasing Access;
4) Ensuring Courtesy;
5) Providing Information;
6) Openness and Transparency;
7) Redress; and
8) Value for Money.

Public Protector Vision 2020 and Strategic Plan 2011-2014  
Accountability Integrity Responsiveness
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PART 3: ORGANISATIONAL ENVIRONMENT ANALYSIS

3.1.1 Broad Situation Analysis

3.1.1.1 Introduction
The Public Protector Vision 2020 and 
Strategic Plan 2011-14 is the outcome 
of a thorough strategy review process. 
This follows a period of rigorous 
implementation of the institutional 
strategy adopted in March 2010 after 
a thorough mandate analysis and 
stakeholder consultation process. 
The review process presented an 
opportunity for reflecting on what 
worked and what did not. The 
reviewed strategy is a product of 
reflection on lessons learned in the 
last 15 years, with a focus on the 
12 months of implementing the new 
strategy. Stakeholder feedback and 
benchmarking against sector and 
international good practices have also 
informed the strategy review exercise. 
The review of the 2010-13 Public 
Protector Strategic Plan resolved that 
the current mission and vision remain 
relevant as a road map to guide the 
institution towards the successful 
implementation of its constitutional 
mandate.
    As a result, the main strategy remains 
intact with a few tweaks here and 
there to adapt the strategy to
ensure that the institution is on course 
to deliver optimally on its mandate. 
The vision, mission, values and 
strategic objectives have been retained 
following an in-depth dialogue on their 
continued relevance. The reflection 
on lessons learned has informed some 
rethinking at the level of strategies 
with a view to strengthening and 
redirecting some of the ways in which 
the institution delivers on its 
mandate.

The review process, which included 
an intense planning session, re-looked 
at some of the ways in which the 
institution can better strive to be 
accessible to and trusted by all persons 
and communities; promote good 
governance in all state affairs; provide 
prompt remedial action; ensure an 
efficient and effective organisation; 
and ensure an optimal performance 
and service-focused culture.

3.1.1.2 Accessibility
Giving meaning to the constitutional 
imperative of being accessible to 
all persons and communities remained 
one of the Public Protector’s key focus 
areas. Efforts to bring its services 
closer to communities through the 20 
walk-in offices across the country, the 
toll-free line and outreach, education 
and communication activities, including 
clinics and information sessions, were
strengthened.

The annual Public Protector Good 
Governance Week provided further 
impetus to the pursuit of accessiblity. 
This is a flagship outreach activity 
through which the institution seeks to 
raise awareness of its existence and 
services. It also provides a platform for 
promoting a good governance ethos in 
all state affairs.

More people have also been 
reached by leveraging relations with 
stakeholders such as Non-Governmental 
Organisations (NGO) particularly 
Community Development Workers (CDWs), 
government, traditional authorities, 
legal professional bodies and other 
oversight bodies or integrity agencies. 
However, some of the key challenges 
that persist include language barriers 
and accessibility to people with 
disabilities. Adequate production and 

dissemination of Information materials 
in all official languages continues to 
be hampered by financial constraints. 
Information is also not accessible to 
people with certain disabilities. It has 
also emerged that the Public Protector 
does not reach as many young people 
as desired. 

Plans to ensure that no sector of 
society is excluded, include making 
published information available in 
several official languages and in 
audio and braille formats. Summaries 
of investigation reports will also be 
published in several official languages. 
Lessons learned from the past year 
have further revealed severe
shortcomings in the toll-free line. The 
current infrastructure which entails 
one person who also operates the 
switchboard is inadequate, particularly 
as visibility of the office and public
trust surge. As a result, a process of 
establishing a fully-fledged call centre 
to deal with the influx of calls from all 
over the country is underway.

Call centre agents will, among 
other things, be conversant with 
all official languages in order to be 
responsive to the public’s needs. 
This will also relieve investigators 
who currently take turns to address 
complaints in the toll-free line to focus 
on their investigations. While, the 
drive to leverage stakeholder relations 
has continued to be intensified, there 
is room for improvement. Institutions 
such as the Post Office and schools 
have been identified as potential 
strategic partners. Walk-in centres 
are also inadequate, particularly in 
rural areas hence an accessibility plan 
incorporating a national foot print
placing emphasis on reaching rural
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communities in far-flung areas through
mobile offices, satellite offices and
other means is being drawn. Social
media and bulk SMS service have also
been identified as avenues to reach
more people, particularly young
people. The new strategy also involves
diversified messaging to reach out
to different markets or stakeholder
segments. One of the key challenges in
this regard is positioning the office as a
buffer between the state and ordinary
people as opposed to an agency that
primarily deals with high profile cases
as often targeted by the media.

3.1.1.3 Investigations
The Public Protector continued to
support democracy and promote good
governance in all state affairs through
investigations into complaints that
ranged from allegations of poor service
delivery to corruption and other forms
of maladministration. Complaints
continued to mostly involve service
and conduct failure, including abuse
of resources. The bulk of complaints
continue to flow from organs of state
such as the Departments of Home
Affairs, Justice and Constitutional
Development, Social Development
and Human Settlements; Government 
Employees Pension Fund, Compensation
Commissioner and Local Government
entities.

Complaints include poor services
by municipalities, delayed or denied
applications for identity documents,
social grants, pension payouts,
maintenance claims, compensation
claims and granting of appeals. The
past year also saw a significant increase
in complaints relating to the Executive
Members’ Ethics Act and the Prevention
and Combating of Corrupt Activities Act
and in the incidence of whistle blowing
under the Protected Disclosures Act.
These deficiencies in the public
administration and service delivery,
which disclose non adherence to the
ethic of care, Ubuntu, Batho Pele
principles and the realisation of human

rights, including human dignity as
envisaged in the Constitution have the
potential to impact negatively on the
public’s confidence in the state. In 
addition, these do not bode well for 
the state in relation to the
attainment of ‘a better life for all’ and 
the Millennium Development Goals,
which include eradicating extreme
poverty and hunger by 2015, among
other things.

The commitment to ensure that 
most of the complaints, particularly 
those involving bread and butter 
matters, get prompt resolution and 
remedial action, where appropriate 
continued to inform operations. This 
was achieved through Early Resolution 
mechanisms that came as a result of 
capacity building and specialization, 
with specialization incorporating 
the establishment of units focused 
on: Intake Assessment and Customer 
Service, Early Resolution, Service 
Delivery and Good Governance
and Integrity.

There has generally been a
substantial reduction in turnaround
times and the number of cases older
than a year. In the coming year, efforts
aimed at re-skilling, benchmarking and
team work will be strengthened

However, the institution continued
to grapple with challenges such as
inadequate human and financial
resources. This has negatively impacted
prompt and quality investigations. 
For example, early resolution targets 
have been difficult to reach. It has 
also not been possible to complete 
any Executive Members’ Ethics Act 
investigation within the 30 days 
stipulated in the Executive Members’
Ethics Act. It has also been difficult
to conduct forensic investigations. To
alleviate the problem, some work has
been outsourced, a practice which is
costly, creates supervision difficulties
and may lead to information leakages.

Efforts aimed at standardizing
approaches to investigations have
continued and will be strengthened

in the coming year. A strategy 
alignment process is already underway. 
Diversifying and sharpening 
investigative skills is being addressed. 
This includes appointing a Chief 
Investigator: Good Governance and 
Integrity with forensic skills and 
extensive experience. Capacity 
enhancement will continue to be given 
priority with efforts including 
additional investigators and sharpened 
forensic expertise. Plans include 
teaming up with national and 
international counterparts on 
training and the institutionalization 
of investigation standards guidelines 
developed during the period under 
review.The ethos of reconciling the 
state and citizens by giving citizens a 
voice while strengthening the state’s
conscience, continues to underpin
institutional efforts, particularly case
handling. This is informed by the
understanding that the Public Protector
as an Ombudsman institution can
be instrumental in avoiding service
delivery protests that are often
experienced at municipal level. For 
example, at the end of the previous 
financial year, this office participated 
in a systemic investigation in response 
to service delivery protests that took 
place at the Dipaleseng (Balfour) 
Municipality in Mpumalanga. 
Communities were also urged to lodge 
service delivery complaints with the 
Public Protector rather than embarking 
on violent protests, a call that received 
positive responses from a number of 
municipalities across the country.

Efforts aimed at discharging the
office’s mandate under the Prevention
and Combating of Corrupt Activities
Act, have continued to be intensified.
This is anchored in the belief that
corruption constitutes one of the major
threats to development, particularly
poverty eradication endeavours, to the
rule of law and to the realization of
human rights.

There is also a growing number of 
socio-economic rights
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complaints such as health, education
and housing. The past year also saw a
steady increase in complaints in the
area of traditional leadership with
many relating to service conditions and
service delivery and one relating to a
chieftaincy dispute.
The approach of the office continues
to combine prompt resolution of and
redress in respect of each complaint
with systemic interventions aimed
at enduring transformation of
administrative systems in pursuit of
good governance and sustainable
constitutional democracy.

3.1.1.4 Implementation of remedial
action
Over 15 000 complaints were processed
in the past year. Only about 40 of these
resulted in reports. The rest of the
complaints are expeditiously resolved
through Alternative Dispute Resolution
(ADR) mechanisms such as conciliation,
mediation and negotiation.
Efforts aimed at tracking progress
on implementation of the remedial
action in ADR settlements and reports
continued. However, difficulties
continue to be experienced primarily
due to inadequate responsiveness from
organs of state and lack of a dedicated
institutional capability for monitoring
implementation.
Rules aimed at informing all
stakeholders about, among other
things, the powers of the Public
Protector and compliance requirements
have been finalised with a view to
mitigating compliance problems. These
include identifying timelines, clarifying
subpoena powers, search and seizure
and issuing of contempt of the Public
Protector orders. A decision has also
been taken regarding establishing a
dedicated capability in the private
office of the Public Protector to assist
with compliance challenges.

3.1.1.5 Stakeholder relations
The Public Protector stakeholder
consultations, which involved , among

others, national organs of state, the
public, the media, political parties,
Parliament, Provincial Legislatures,
traditional authorities, local
government authorities and NGOs,
were very instrumental in improving
stakeholder relations and providing
insights on stakeholder perspectives
and needs. A report titled “Voices and
Views” was prepared at the end of
the exercise. The idea is to hold these
annually.

Relations with other oversight
agencies have also been strengthened
and improved. The Public Protector
Good Governance Week was particularly
instrumental in this regard. Bilateral
agreements in the form of Memoranda 
of Understanding and regular meetings
have also played a major role.

The media plays an integral part in
the work of the Public Protector as its
strength as an ombudsman institution
depends on free flow of information
and moral persuassion.

The strategy continues to view the 
media as a strategic partner, particu-
larly with regard to reaching 
more people and exacting accountabil-
ity from organs of state. A 
free and cooperative media is also 
critical with regard to exposing inci-
dences of suspected maladministration.

Unfortunately, a number of organs
of state are increasingly becoming
adversarial in their dealings with the
Public Protector. To alleviate this
problem, communicating with the 
government, highlighting the role of the 
Public Protector in reconciling the state 
and its people by giving people a voice 
while giving the state a conscience, is 
being intensified.

It also appears that the introduction
of the Public Protector Rules may
be wrongly construed by some as a
move towards formalised processes as
in courts. The new communications
strategy incorporates messages to
reassure organs of state that the
Public Protector remains an informal
inquisitorial and rapid results

mechanism that seeks to save costs and
restore public trust in government.

3.1.1.6 Human and other Resources
The achievement of the strategic
objectives outlined in the 2010-2013
Strategic Plan was dependent on the
understanding that the institution
would have over 400 staff members
as envisaged in the organizational
structure approved by Parliament long
before the institutional mandate areas
were diversified beyond the classical
Ombudsman functions that inform the
Public Protector Act. However, due to
an inadequate budget, the institution
still has about 250 employees. To
mitigate the situation, efforts aimed
at working smarter and using limited
resources optimally have been
strengthened.

But this has not significantly
obviated the need for addressing the
additional resource demands imposed
by the ever expanding mandate areas
that over the years have included the
introduction of the Executive Members’ 
Ethics Act, the Protected Disclosures 
Act, the Promotion of Access to 
Information Act, the Prevention 
and Combating of Corrupt Activities 
Act, Housing Protection Measures 
Act and the National Environmental 
Management Act. 

The budget allocated to the
institution is not developmental in the
sense that, when the new mandates
are added, the institution does not get
more funds. Nor has an increase in the
number of cases been matched with
additional resources.

Having enough human resources
will ensure that the Public Protector
works faster and improves on the
quality of the work produced. This will
also reduce stress levels among staff
members.

Efforts have also been strengthened
in the area of automated case
management system. However, a
need for improved business systems,
including reviewing standard operation
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protocols has been identified. Human
resources processes and policies,
particularly in the area of performance
management, continue to be central to
re-engineering and strategy alignment
efforts.

At the level of financial controls,
asset management and supply chain
management, the institution continues
to tighten screws internally to comply
with the Public Finance Management
Act and other financial prescripts.
A need for an in-house internal
auditor has also been identified for
this purpose. Efforts include strict
monitoring of the implementation of
findings of the Auditor General.

In line with the commitment to
consistently act with integrity, an
internal Good Governance and Integrity
Committee has been established
to assist the Executive Authority in
ensuring internal good governance
and related controls including own
adherence with integrity promoting
instruments such as the Prevention and
Combating of Corrupt Activities Act,
the Public Finance Management Act,
the National Anticorruption Strategy,
the Protected Disclosures Act and the
Promotion of Administrative Justice
Act.

3.1.1.7 International Relations
The Public Protector continues to play 
a central role in the Ombudsman and 
integrity sector at the international 
level. Activities in the past year 
included ongoing mutually beneficial 
bilateral engagements with ombudsman 
institutions in the United Kingdom, the 
Hashemite Kingdom of Jordan, Canada, 
Bermuda, Ethiopia, Botswana and 
Kenya, among others. 

The Public Protector also serves 
as the Executive Secretary and 
Secretariat of the African Ombudsman 
and Mediators Association (AOMA). 
The Public Protector has also been 
entrusted with establishing and 
overseeing the running of the African 
Ombudsman Research Centre at the 
University of Kwazulu-Natal. The 

centre was successfully launched with 
government support, particularly in the 
form of finance from the Department 
of International Relations and Co-
operation (DIRCO). on 15 March 2011. 
These activities present an opportunity 
for benchmarking and sharing of good 
practices to bolster operations while 
enabling the Public Protector to impact 
on the growth of the ombudsman 
institution, globally, particularly in the 
African continent. 

However, there is a potential of 
getting institutional limited resources 
sucked into more international work at 
the expense of the core mandate of the 
office. There is accordingly constant 
vigilance to manage this risk.  

3.1.1.8 Conclusion 
Lessons learned from the 15 years of 
the existence of the Public Protector 
and those drawn from the first year of 
implementing Public Protector Vision 
2020 and the medium term Strategic 
Plan adopted in March 2010 have 
been valuable. They have sharpened 
the strategic focus underpinning 
the reviewed Strategic Plan (Public  
Protector Vision 2010 and Strategic Plan 
2011-14). 

Experiences have affirmed through 
and through the value of having this 
office as a buffer between citizens 
and government that seeks to 
strengthen constitutional democracy 
by promptly and impartially redressing 
administrative wrongs of the state.

 It is particularly disconcerting that 
most of the complaints entail service 
failure reflecting the absence of the 
ethic of care, disregard for people’s 
rights and for state commitments in 
documents such as Batho Pele, the 
Victims’ Charter and the State of the 
Nation Addresses. Of particular concern 
is that the service failure primarily 
involves service delayed through failure 
to process service requests. 

With the Public Protector’s 
intervention, it often takes a matter 
of days for a decision that has been 
delayed for years to be finally taken. 

This is particularly the case in areas 
such as Identity Documents, social 
grants, government pensions claims, 
workers compensation and municipal 
service failures, particularly in the area 
of billing.

Conduct failure particularly 
involving abuse or negligent use of 
public resources and violations of the 
Prevention and Combating of Corrupt 
Activities Act, seems to be growing. 
This is particularly the case in the 
areas of the public procurement system 
and asset management. As indicated 
earlier, this has negative implications 
for development, as state resources 
are not only historically limited but 
particularly under strain in the context 
of the global financial meltdown. 

The Public Protector wishes to 
thank Parliament, particularly the 
Office of the Speaker and the Portfolio 
Committee on Justice and Constitutional  
Development for their unwavering
support. 

Particular gratitude also goes to all 
organs of state that have continued 
to cooperate and comply with 
investigations and remedial action 
taken. This support and cooperation 
has enabled the Public Protector 
to make good on its promise to 
deliver on its constitutional mandate 
of strengthening constitutional 
democracy through promptly redressing 
administrative wrongs of the state. 

As the implementation of the 
strategy progresses with renewed 
vigour, the focus will be on 
consolidating gains and using lessons 
learned and international good 
practices to address implementation 
weaknesses. All hands remain on deck 
as the institutional performance on the 
vision, values and strategy proceeds at 
full speed. 

The two pronged approach of 
righting each specific administrative 
wrong or improper conduct of the state 
while assisting the state to transform 
itself so as to deepen accountability, 
integrity and responsiveness to all 
persons and communities will continue.
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PART 3: ORGANISATIONAL ENVIRONMENT ANALYSIS

3.2.1. The organizational environmental analysis and forward looking planning were conducted using a strategic framework 
for an optimally functional and performing organization. Five strategic pillars underpin the framework, which is represented 
by the following diagram:

3.2 Environmental Analysis and Strategic Planning Framework

PROGRAMMES 

 

 Core 
Operations 
 

 Strategic  
Direction 
and 
Executive 
Support 
 
C t

Strategic 
Direc�on 

 

 

Ins�tu�onal 
Founda�ons 

 

Ins�tu�onal 
Founda�ons 

PROGRAMMES 

 

 Core 
Operations 
 

 Strategic  
Direction 
and 
Executive 
Support 
 
C t

R
es

po
ns

iv
en

es
s 

to
 a

ll 
co

m
pl

ai
na

nt
s 

th
ro

ug
h 

ex
ac

tin
g 

ac
co

un
ta

bi
lit

y 
an

d 
pr

om
pt

 a
pp

ro
pr

ia
te

 re
m

ed
ia

l a
ct

io
n

Ins�tu�onal 
Founda�ons 
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3.2.3 The organizational environment analysis was informed by the following five strategic outcomes for an optimally 
functioning Public Protector South Africa in support of the constitutional and statutory mandate of the Public Protector: 

 Accessibility and trustworthy to all persons and communities:  This pillar is aimed at fulfilling the constitutional 
mandate to be accessible to all persons and communities. Accessibility means availability and usability of the information 
and services of the Public Protector to the people irrespective of their geographical location and their language. It includes 
the quality, quantity, reach and penetration of the service. 

 Responsiveness to all complainants through exacting accountability and prompt appropriate remedial action. This pillar 
is aimed at fulfilling the mandate of the Public Protector to strengthen constitutional democracy by maintaining the focus 
on the complainant through prompt resolution of all complaints and redressing any improper or prejudicial conduct in state 
affairs. The definition of responsiveness to all complainants is to: 

• To attend to all complaints promptly
•  receptive to all complaints
• resolve the complaints promptly

3. Promoting good governance through systemic transformation: This relates to sustainable transformation of the 
state to ensure good governance and responsive service delivery through systemic investigations and other interventions that 
target structural changes in organs of state.

. Effective and efficient business support systems and operations: This relates to the systems, policies, procedures, 
processes and resources required and managed to ensure an effective and efficient service focused organization and 
necessary to support the Public Protector in optimally fulfilling the constitutional mandate.

 This is aimed at addressing people 
issues which is one of the key success factors that anchor an optimally performing and service focused organisation. 
Internally, this pillar relates to learning and development, recruitment and retention, proficiency, remuneration and 
retention. It also covers the leadership and alignment of the values and culture with the vision and strategic objectives.  
Externally it relates to partnerships, collaboration, and stakeholder buy-in.
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3.3 SWOT Analysis

PART 3: ORGANISATIONAL ENVIRONMENT ANALYSIS

STRATEGIC OUTCOME

3.3.1  Accessibility to  
 and trusted by all  
 persons and 
 Communities
 (quality, quantity,  
 reach and 
 penetration)

STRENGTHS

Greater accessibility 
and trust established 
through the Outreach, 
Education and 
Communications 
activities at  all levels of 
government

Multi-lingual 
communication

Increased visibility of 
Public Protector South 
Africa

Anecdotal evidence 
of increased brand 
credibility 

Existing toll-free line 

Being multi located and 
present in all Provinces

Good relationship 
with community 
development workers, 
Non-governmental 
organisations and 
other Chapter nine (9)  
institutions

Strong staff appreciation 
of the gains achieved 
in regard to public 
perception of the 
organization’s ability to 
deliver its mandate

Increased visibility 
and growing public 
confidence and 
credibility of the Public 
Protector 

WEAKNESSES

Partnerships and 
collaboration with 
nongovernmental 
organisations at 
local levels not fully 
harnessed.

Inadequate attention 
to people with 
disabilities and low 
literacy level

Public awareness 
mostly on anti-
corruption work and 
among exclusive group

Trust still weak among 
certain groups

Inadequate 
infrastructure and 
people dedicated to it

Limited geographic 
points of accessibility 
creates a structural 
barrier to reaching all 
population through 
local walk-in centers 
and mobile units

Not accessible to 
all communities 
with respect to 
language, people with 
disabilities, income 
groups and places of 
work

Organizational and 
operational issues that 
threaten efficiency 
and effectiveness, 
particularly 
weaknesses in 
institutionalization of 
strategy and values  

Institution mostly 
associated with high 
profile cases involving 
ethics or conduct 
failure 

OPPORTUNITIES

Strong public interest 
in the institution and 
increasing willingness 
of NGOs and Civil 
Society groups to work 
with PPSA, including 
reviewing/ concluding  
co-operative 
agreements

Promised additional 
funding and stakeholder 
collaboration 

Harnessing of social 
media and stakeholder 
relations including the 
Post Office, traditional 
leaders and education 
system

Own communication 
materials such as 
revamped newsletters 
and website

Process of remodeling 
against Legal Aid South 
Africa call centre has 
commenced

Constitutional 
requirement that 
the Public Protector 
should be accessible 
to all persons and 
communities

Collaboration with 
Auditor-General and 
other Constitutional 
Institutions and 
reviewing memorandum 
of understanding

Strategy alignment 
process commenced 

New Communications 
and Outreach Strategy 
has a specific focus on 
organs of sta

THREATS
 
Lack of adequate 
funding to reach 
most communities; 
unpredictable external  
demands on PPSA

Additional funding 
promises not met

Potential of being sucked 
into stakeholder agencies

Inadequate resources 

Budget constraints

Inadequate resources for 
service expansion

Different and often 
conflicting institutional 
objectives and 
expectations

Fickleness of public 
trust; potentially 
overwhelming public 
demand

Hardening of attitudes 
and adversarial 
tendencies within 
organs of state under 
investigation
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STRATEGIC OUTCOME

3.3.2  Responsiveness
         to all
 omplainants 
 through   
 exacting 
 accountability  
 and prompt   
 remedial action

STRENGTHS

The Public Protector is 
a constitutional entity 
with constitutional 
powers to investigate 
and redress improper 
conduct in state affairs 

Ability to reposition and 
build on the goodwill 
created by the positive 
feedback and public 
confidence in the Public 
Protector

Intake Assessment and 
Customer Service and 
Early Resolution Units 
establishment and roll 
out

Specialisation creates an 
opportunity for speedy 
resolution of complaints

Dedicated and well 
motivated staff

Extensive constitution 
and legislative mandate

WEAKNESSES

Limited capability to 
effectively monitor 
the implementation of 
findings and remedial 
action

The long turnaround 
time in the 
investigation process 
caused by delays 
due to external 
interdependencies

Non-alignment of 
roles within the Units 
in Provinces due to 
understaffing/ lack 
of replication of 
the system in the 
Provinces

Inadequate attention 
to the mandates of the 
Public Protector 

Heavy workload 
for Investigators in 
Provinces

Lack of common 
understanding of 
procedures and 
processes and training 
on ADR.

OPPORTUNITIES

The existence of a 
Presidential Hotline, 
present opportunities 
for collaboration 

The government’s 
strong emphasis on  
improvement of service 
delivery and Public 
Protector Rules

Increased capacity 
through internship 
programme and 
benchmarking 
against national and 
international good 
practices

Collaborating with other 
institutions promoting 
Good Governance 
through framework 
agreed at Good 
Governance Conference 
in 2010

Use of statutory powers 
to source support from 
other state organs and 
civil society

Implementation  of 
Public Protector rules 
published in terms of 
the Public Protector Act

THREATS
 
Budget constraints and 
cuts which hamper 
capacity development 
and service delivery

Adversarial approach 
by some organs of state 
under investigation

Inadequate funding;  and 
infrastructure for Intake 
and Assessment 

Collaboration with 
other oversight agencies 
resisted by some organs 
of state

Fear of and resentment 
towards PPSA’s use of 
certain powers, such as 
subpoenas and contempt 
of PP

Government taking a 
litigious approach to 
Public Protector’s reports
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PART 3: ORGANISATIONAL ENVIRONMENT ANALYSIS

STRATEGIC OUTCOME

3.3.3  Promoting Good 
          Governance  
 through systemic  
 transformation

STRENGTHS

Opportunity for wide 
interpretation of 
the PPSA findings 
of the mandate 
thereby strengthening 
constitutional 
democracy

Increased co-operation 
from state organs 
following stakeholder 
engagements

Globally respected, 
peer credibility and 
access to cutting-edge 
and international best 
practices

Successful Good 
Governance Conference 
and collaborating forum

WEAKNESSES

Lack of common 
understanding of the 
mandate of the PPSA 
by organs of state 
especially as regards 
remedial actions

Seemingly heavy 
demand from and 
attention to the 
Executive Members’ 
Ethics Act and 
promotion of good 
governance; limited 
forensic capability

Limited impact on 
maladministration 
evidenced by recurring 
complaints in state 
organs that have 
received extensive 
attention

Lack of policy 
framework for 
collaborative ventures 

OPPORTUNITIES

Government has 
committed to 
eradication of 
corruption and 
improvement of service 
delivery

Creation of the Office of 
Institutions Supporting 
Democracy in 
Parliament to facilitate 
the role of PPSA and 
others

Creation of the Good 
Governance and 
Integrity Unit; the 
success outcome of first 
Good Governance Week

Oversight agencies 
embracement of 
collaborative ventures 

THREATS
 
Some resistance towards 
PPSA decisions and 
reluctance to implement 
required remedies  
Independence to be 
guarded

Increasing tendency 
in some parts of 
government to adopt 
a litigious approach 
towards PPSA  

International demand 
for assistance may over 
stretch limited resources

Organs of state 
exhibiting fear of 
collaborative ventures.
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STRATEGIC OUTCOME

3.3.4 Effective and 
         Efficient Business 
 Support Systems 
 and Operations

STRENGTHS

Case Management 
System as a foundation 
for enhancements and 
operational efficiencies
 

Staff commitment and 
appreciation of use of 
technology to drive the 
work of PPSA

Basic information 
technology 
Infrastructure and an 
approved 3-year Master 
Systems Plan 

Strong media interest 
and co-operation

Communications and 
Outreach Strategy 
developed

HR capacity improving

Strategy 
institutionalization 
process has commenced

Existing administrative 
functions

OPPORTUNITIES

Re-engineering of Case 
Management processes 
and the development 
of interfacing flexible 
reporting tools

Potential to gain access 
to information and 
databases of other state 
institutions

Potentials for synergies 
and cost-sharing 
with other Chapter 
9 Institutions e.g. 
Planning – IEC, GIS

Bilateral agreements 
signed with other 
Ombudsman offices, 
opening possibilities 
of collaboration 
and institutional 
strengthening

Accessibility to media 
avenues for promoting 
the Public Protector and 
enhancing awareness, 
including through the 
Press Club

Wide opportunities 
in the South African 
environment to 
leverage and enhance 
people skills and service 
focussed culture in PPSA

Strategic plan 
alignment and values 
institutionalization 
process commenced

Commensurate 
devolution of powers 
and responsibilities

WEAKNESSES

Limited reporting 
capabilities of Case 
Management System.

PPSA cases are not 
easily accessible and 
retrievable for both 
operational efficiency 
and precedent setting

Lack of Enterprise 
Wide Resource 
Planning System 
including a Precedent 
System 

Limited managerial 
capability to organize 
and facilitate 
improvements

Operational problems 
in co-ordination of 
Provinces and weak 
communication 
particularly with 
Provinces and regions

Small unspecialized 
HR complement and 
limited HR automated 
systems 

Formal change 
management strategy 
not yet finalized

Lack of delegation of 
authority framework

THREATS
 
Limited specialist 
organizations to provide 
PPSA requirements

Budgetary constraints

Budgetary constraints 
and limited resources

Sustainability of  media 
cooperation

External communication 
that distorts the 
mandate and agenda of 
the Public Protector 

Insufficient funding

Poor implementation 

Administrative delays 
and lapses in compliance 
with Regulatory 
Framework
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PART 3: ORGANISATIONAL ENVIRONMENT ANALYSIS

STRENGTHS

Strong and critical 
investigation staff 

Skilled staff that 
could be used more 
effectively;
overriding staff 
commitment to 
vision and mission of 
organization

Establishment of 
peer network for 
benchmarking 

Collaborative 
agreements with the UK, 
Jordaan and few African 
States

Training opportunities 
at the IOI and other 
International bodies

Full support from 
Parliament and the 
leadership of other 
arms and spheres of 
government

WEAKNESSES

High turnover of 
skilled and specialized 
staff and inadequate 
teamwork

Insufficient forensic 
capabilities for 
effective investigations 
and lack of adherence 
to investigation plans 
and deadlines 

Lack of a compendium 
of best forensic and 
investigation good 
practices

Inadequate information 
on Ombudsman 
jurisprudence

Inadequate forward-
looking planning

Inadequate leveraging 
of stakeholder 
relations for support 
in investigations and 
implementation

THREATS
 
Poaching of skilled staff 
by other institutions 

Budgetary constraints

Insufficient funding

External commitments 
eating into limited time 
and resources

Limited resources

Intransigence due to 
poor understanding 
of PP powers and 
responsibilities 

OPPORTUNITIES

Building and 
consolidating human 
capacity through 
training in specialised 
investigative and 
complaints resolution

Consolidate and 
strengthen human 
capital development 
and harnessing the 
cultural and gender 
diversity of staff in 
servicing the needs of a 
diverse community
 
Establishment of 
African Ombudsman and 
Mediators Association 
(AOMA)  and willingness 
of other institutions 
to share skills and 
resources

Hosting AOMA 
Secretariat and African 
Ombudsman Research 
Centre (AORC) presents 
an opportunity to 
strengthen capacity

MOUs with various 
institutions and 
possibilities for 
internship, exchanges 
and benchmarking visits 

Establishment of 
Office of Institutions 
Supporting Democracy 
and positive 
pronouncement 
by Parliament, the 
Executive and the 
Judiciary.

Increased attention to 
section 181(3) of the 
Constitution

STRATEGIC OUTCOME

3.3.5 Optimal       
 Performance and 
 Service Focused 
 Culture with  
 Committed People
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PART 4: ORGANISATIONAL STRATEGY

5.1.1 In pursuit of its constitutional and legislative mandate, vision and mission the Public Protector will focus on five 
(5) strategic objectives in the medium term period 2011-2014.  These strategic objectives constitute the pillars to focus 
organisational energies, decisions and performance management in the next 3-5 years. 

5.1.2 Informed by the logical framework planning methodology entailed in the Treasury Guidelines, the strategic objectives 
collectively seek to generate the desired impact for the realisation of the organisational vision. These are further supported 
by strategies which are further devolved into programmes with each programme’s strategies geared at generating the 
outputs and outcomes that will collectively achieve a given strategic objective. 

5.1.3 The strategic objectives to underpin and guide the operations of the Public Protector in the next 3-5 years are:

a) Strategic Objective 1: Accessible to and trusted by all persons and communities;
b) Strategic Objective 2: Prompt remedial action;

c) Strategic Objective 3: Promotion of good governance in the conduct of all state affairs;

d) Strategic Objective 4: An efficient and effective organization; and

e) Strategic Objective 5: Optimal performance and service focused culture.

5.1.4 The first three strategic objectives focus on service delivery whereas the last two focus on leveraging systems and 
people to achieve the outputs, outcomes and impacts necessary for the realization of the strategic objectives in pursuit of 
the institutional vision.

4.1 Medium-term strategic objectives
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PART 5: PROGRAMMES, BUDGET AND  
PERFORMANCE PLAN 

SUB-PROGRAMME

a) Public Protector 
b) Deputy Public Protector
c) Executive Support:
 • Administration & Policy, 
 • International Relations, 
 • Compliance, Governance and Parliamentary Liaison, 
 • Media Relations & Corporate Branding
 • Intake, Assessment & Customer Service

d) Chief Executive Officer 
 • Internal Audit & Risk Management and Security
 • Strategy and Organisational Performance
 • Provincial Liaison 

a) Outreach, Education and Communication
b) Early Resolution
c) Service Delivery
d) Good Governance and Integrity
e) Public Protector Provincial Representation

a) Finance and Supply Chain Management (Chief Financial Officer)
b) Human Resource Management and Development
c) Information and Communications Technology;
d) Quality Assurance, Research and Knowledge Management
e) Facilities Management and Logistics

5.1 Programmes and Sub-Programmes

PROGRAMME

Strategic Direction 
And Executive 
Support Services 

Services
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PART 5: PROGRAMMES, BUDGET AND I TITUTIONAL PERFORMANCE PLAN 

5.2 Budget For 2011/12
STRATEGIC DIRECTION AND EXECUTIVE SUPPORT SERVICES

Administration& Policy 
Compliance, Governance and Parliamentary Liaison
International Relations 
Media Relations and Corporate Branding
Intake Assessment and Customer Service

Internal Audit Risk Management and Security
Strategic Planning & Performance Management 
Provincial Liaison 

2,000,000 
301,000 

2011

Public Protector 
Deputy Public Protector  

Executive Support

SUB TOTAL - Executive Support

CEO

SUB TOTAL - CEO 
TOTAL FOR PROGRAMME 1

CORE OPERATIONS 
Outreach, Education and Communication  
Early Resolution
Good Governance and Integrity  
Service Delivery  
 PP Provincial  Representation 
TOTAL BUDGET FOR PROGRAMME 2 

CORPORATE SUPPORT SERVICES 
Finance, Payroll & SCM (Chief Financial Officer) 
Facilities Management and Logistics 
Human Resources Management & Development 
Information Communication Technology 

TOTAL BUDGET FOR PROGRAMME 3 

TOTAL PROGRAMME BUDGET 

TOTAL ANNUAL BUDGET
Total programme Budget
Capital and contingency budget
Goods and services
Personnel Budget
TOTAL ANNUAL BUDGET

710,000

508,000
305,000
1,523,000
545,000
750,000
281,000
1,576,000
5,400,000

3,315,000
300,000
440,000
360,000
6,283,000
10,698,000

2,555,000
14,525,000
3,489,000
7,283,000
551,000
28,403,000

44,501,000

44,501,000 
3,965,000
48,466,000
94,423,000
142,889,000

22 Public Protector Vision 2020 and Strategic Plan 2011-2014 
  Accountability Integrity Responsiveness



Public Protector Vision 2020 and Strategic Plan 2011-2014  23
Accountability Integrity Responsiveness



PART 5: PERFORMANCE PLAN

STRATEGIC 
OBJECTIVE

5.4.1  Accessible 
 to and 
 trusted by 
 all Persons 
 and 
 Communities

STRATEGIES

5.4.1.1 To extend,
 communicate  
 and take the  
 services of the 
 Public
 Protector 
 to 30 million  
 persons and  
 communities

5.4.1.2 To effectively 
 engage 
 and partner 
 with 
 stakeholders 
 to reach 
 all persons  
 and 
 communities

5.4.1.3 Implement, 
 monitor and  
 review the
 Outreach,  
 Education and 
Communication Strategy 

5.4.1.4 Develop 
            and implement 
            the compreh-
            ensive framework
            for accessibility 
            regarding a 
            national footprint,
            language and 
            disability 
            considerations

  
 
 
 
 

5.4.1.5 Building trust, 
 confidence and 
 faith among 
 Stakeholders

PERFORMANCE 
INDICATOR

Number of 
Outreach, 
communication and 
education activities

Number of 
engagements/
collaboration with 
stakeholders

Quarterly reports on 
the implementation 
of all deliverables of 
the strategy

Approved 
comprehensive 
framework for 
accessibility 
regarding a national 
footprint, language 
and disability 
considerations

Periodic survey on 
Stakeholder trust, 
confidence and faith

TARGET

2011/12

7 Clinics per 
Province per month

7 MOPP Clinics per 
month for EC, LIM 
& KZN

7 information 
sessions per 
Province per 
annum 

7 MOPP 
information 
sessions per annum 
for EC, LIM & KZN

5 radio slots per 
Province per 
annum

5 newspaper 
articles per 
province per 
annum

5 national events 
per annum

Good Governance 
week per Province 
per annum

1 Stakeholder 
forum established 
and MOU signed 
with the forum per 
annum

6 Engagements/ 
collaborations 
with stakeholders 
per Province per 
annum

Implement 
and monitor 
the Outreach, 
Education and 
Communication 
Strategy 

Comprehensive 
framework for 
accessibility 
regarding a 
national footprint, 
language and 
disability 
considerations 
approved by 
31 March 2012

2 Surveys on 
Stakeholder trust, 
confidence and 
faith by 31 March 
2012

2012/13
 
8 Clinics per 
Province per month

7 MOPP Clinics per 
month for EC, LIM 
& KZN

8 information 
sessions per Province 
per annum 

8 MOPP information 
sessions per annum 
for EC, LIM & KZN

6 radio slots per 
Province per annum

6 newspaper articles 
per province per 
annum

5 national events per 
annum

Good Governance 
week per Province 
per annum

1 Stakeholder forum 
established and 
MOU signed with the 
forum per annum

8 engagements/ 
collaboration with 
stakeholders per 
Province per annum

Implement and 
monitor the 
Outreach, Education 
and Communication 
Strategy

Implement 
framework for 
accessibility 
regarding a national 
footprint, language 
and disability 
considerations

1 Surveys on 
Stakeholder trust, 
confidence and faith
by 31 March 2013

5.4 Institutional Performance Plan

201 /1
 
8 Clinics per 
Province per month

7 MOPP Clinics per 
month for EC, LIM 
& KZN

9 information 
sessions per Province 
per annum 

9 MOPP information 
sessions per annum 
for EC, LIM & KZN

6 radio slots per 
Province per annum

6 newspaper articles 
per province per 
annum

5 national events per 
annum

Good Governance 
week per Province 
per annum

1 Stakeholder forum 
established and 
MOU signed with the 
forum per annum

12 engagements/ 
collaboration with 
stakeholders per 
Province per annum
 

Implement, monitor 
and review the 
Outreach, Education 
and Communication 
Strategy

Implement 
framework for 
accessibility 
regarding a national 
footprint, language 
and disability 
considerations

1 Surveys on 
Stakeholder trust, 
confidence and faith
by 31 March 2014 
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STRATEGIC 
OBJECTIVE

5.4.2  Prompt
 Remedial 
 Action

STRATEGIES

5.4.2.1 Implement,  
 monitor,  
 evaluate and 
 improve Early 
 Resolution   
 and Intake 
 Assessment 
 components
 and Customer  
 Services 

5.4.2.2 Speedy
 resolution of 
 complaints

5.4.2.3 Implement  
 Alternative 
 Dispute 
 Resolution   
 (ADR) procedures, 
 processes and 
 competencies

5.4.2.4 Establish 
 response 
 protocols with 
 the approved 
 priority list of 
 organs of state 
 that fall under 
 Public 
 Protector’s 
 scope and 
 mandate

5.4.2.5 Pilot,  train,  
monitor and  
report on  
implementation  
and compliance  
with Public  
Protector Rules

PERFORMANCE 
INDICATOR

Quarterly Monitoring 
and evaluation 
report  of Early 
Resolution and 
Intake Assessment 
components

Reviewed Intake 
Assessment 
procedures and 
processes approved 
by 30 September 
2011 

Time taken to 
resolve complaints 
allocated to the 
Early Resolution Unit

Time taken to 
resolve other 
complaints received 
by Public Protector

Implementation  of
Alternative 
Dispute Resolution 
procedures and   
processes

Number of response 
protocols with 
state organs on the 
priority list with 
formally authorised 
response protocols

Report on evaluation 
of compliance with 
Public Protector 
Rules

TARGET

2011/12

Early Resolution 
and Intake 
Assessment 
component 
implemented, 
monitored, 
evaluated and 
reported quarterly

Review Intake 
Assessment  
procedures and 
processes by 30 
September 2011

Investigate and 
resolve complaints 
allocated to 
Early Resolution 
units within the 
following time 
periods:
a) 50% of the 
complaints 
resolved within a 
month;
b) 50% (balance) 
of the complaints 
resolved within 2 
months

Investigate and 
resolve all other 
complaints within 
the following time 
periods:
a) 50% of the 
complaints 
investigated and  
resolved within 3-6 
months;
b) 50%  of the 
complaints 
investigated and  
resolved within 
7-12months

Implement 
approved ADR 
procedures and 
processes

Priority list of 
organs of state 
developed and 
approved  by  30 
September 2011

Response protocols 
established with 
80% of the state 
organs on the 
approved priority 
list by 31 March 12

Quarterly report 
on evaluation of 
compliance with 
Public Protector 
Rules

2012/13
 
Review and improve 
Early Resolution and 
Intake Assessment 
components

Review, improve 
and  strengthen 
Intake Assessment 
processes and 
procedures

Investigate and 
resolve complaints 
allocated to Early 
Resolution units 
within the following 
time periods:
a) 60% of the 
complaints resolved 
within a month;
b) 40% (balance) 
of the complaints 
resolved within 2 
months

Investigate and 
resolve all other 
complaints within 
the following time 
periods:
a) 50% of the 
complaints 
investigated and  
resolved within 3-6 
months;
b) 50% of the 
complaints 
investigated and  
resolved within 
7-12months    

Implement and  
review approved ADR 
procedures and
processes

New Priority list 
of organs of state 
developed and  
approved by 30 
September 2012

Response protocols 
established with 90% 
of the state organs 
on the approved  
priority list by 
31 March 2013 

Quarterly report 
on evaluation of 
compliance with 
Public Protector 
Rules

201 /1
 
Early Resolution and 
Intake Assessment 
component 
monitored, 
evaluated and 
reported quarterly

Review,  improve 
and strengthen 
Intake Assessment 
processes and 
procedures

Investigate and 
resolve complaints 
allocated to Early 
Resolution units 
within the following 
time periods:
a) 70% of the 
complaints resolved 
within a month;
b) 30% (balance) 
of the complaints 
resolved within 2 
months

Investigate and 
resolve all other 
complaints within 
the following time 
periods:
a) 50% of the 
complaints 
investigated and  
resolved within 3-6 
months;
b) 50%of the 
complaints 
investigated and  
resolved within 
7-12months

Implement 
and  review ADR 
procedures and
Processes

New Priority list 
of organs of state 
developed and  
approved by 30 
September 2013

Response protocols 
established with  
95% of the state 
organs on the 
approved priority list
by 31 March 2014 

Quarterly report 
on evaluation of 
compliance with 
Public Protector 
Rules

Public Protector Vision 2020 and Strategic Plan 2011-2014  
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PART 5: INSTITUTIONAL PERFORMANCE PLAN

STRATEGIC 
OBJECTIVE

5.4.3  Promotion of 
 Good 
 Governance 
 in the 
 Conduct of all 
 State Affairs

STRATEGIES

5.4.3.1 Through 
 complaint 
 handling or on 
 own initiative, 
 identify and 
 resolve or
 intervene in 
 systemic 
 administrative 
 deficiencies 
 relating to  
 service delivery,  
 incidences of 
         maladministration 
 and corruption

5.4.3.2  To investigate  
 and handle all
 complaints 
 relating to the 
 Executive 
 Members' Ethics 
 Act

5.4.3.3 Manage and 
 monitor 
 investigations, 
 reporting and 
 implementation 
 of remedial 
 action and the  
 impact thereof

5.4.3.4 Leverage   
 stakeholder and  
 international  
 relations for 
 improved   
 organisational  
 performance

PERFORMANCE 
INDICATOR

Number of 
systemic 
administrative 
deficiencies or 
interventions 
relating to  
service delivery 
and incidents of 
maladministration 
and corruption 
identified and 
resolved

Number of 
own initiative 
investigations 
identified, 
investigated and 
concluded

Compliance with the  
Executive Members' 
Ethics Act

Report on 
monitoring and 
management of 
investigations and 
implementation of 
remedial action

Number of 
cooperative 
and stakeholder 
engagement 
activities

TARGET

2011/12

Identify and 
resolve  1 systemic 
administrative 
deficiencies or 
interventions 
relating to  
service delivery 
and incidents of 
maladministration 
and corruption 
per Unit and per 
province by 31
March 2012
Identify, 
investigate 
and conclude 1 
own initiative 
investigation 
per Unit and per 
province  by 31
March 2012 

100% compliance 
with the  Executive 
Members' Ethics Act

Quarterly report 
on monitoring and 
management of 
investigations and 
implementation of 
remedial action

Benchmarking 
visits and joint 
ventures with 
2
 
identified

 high performing 
institutions by 
31 March 2012
1 Stakeholder 
forums in all 
Provinces Annual
Good Governance
Conference in
October 2011 
 

THREATS

2012/13
 
Identify and 
resolve  1 systemic 
administrative 
deficiencies 
interventions 
relating to  
service delivery 
and incidents of 
maladministration 
and corruption 
per Unit and per 
province

Identify, investigate 
and conclude 1 
own initiative 
investigation 
per Unit and per 
province

100% compliance
with the  Executive 
Members' Ethics Act

Quarterly report 
on monitoring and 
management of 
investigations and 
implementation of 
remedial action

Benchmarking
 visits 

and joint ventures 
with 2 

identified
 

high performing 
institutions

 31 March 2013 
 1 Stakeholder forums
in all Provinces

 
Annual Good 
Governance
Conference in
October 2012

  

THREATS

201 /1
 
Identify and 
resolve  1 systemic 
administrative 
deficiencies/
intervention relating 
to  service delivery 
and incidents of 
maladministration 
and corruption 
per Unit and per 
province

Identify, investigate 
and conclude 1 
own initiative 
investigation 
per Unit and per 
province

100% compliance 
with the  Executive 
Members' Ethics Act

Quarterly report 
on monitoring and 
management of 
investigations and 
implementation of 
remedial action

Benchmarking visits 
and joint ventures 
with 2 identified 
high performing 
institutions 31 
March 2014
 1 Stakeholder forums
in all Provinces
 Annual Good 
Governance
Conference in 
October 2013
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STRATEGIC 
OBJECTIVE

5. .4 An Efficient 
 and Effective  
 Organisation

STRATEGIES

5.4.4.1 Automate the
  identified business 
  processes and 
  systems; 
 a) HR Payroll and  
  Leave 
  Application 
  System
 b) Communications
  Video 
  Conferencing
 c) Finance and 
  Supply Chain 
  Management

5.4.4.2 Manage 
 infrastructure and  
 re-engineer existing 
 systems

5.4.4.3 Effectively 
monitor , report and 
review organisational 
performance against the 
strategic objectives

5.4.4.4  Implement 
effective financial 
management controls.

5.4.4.5 Develop, 
implement and maintain 
quality assurance and 
compliance system for 
business processes

5.4.4.6 Establish Public 
Protector call centre 
and complaints 
Hotline

PERFORMANCE 
INDICATOR

Approved Feasibility 
study and viable 
Enterprise Resource 
Planning  

Reporting tool 
developed and 
approved

Re-engineered Case 
Management System 
(CMS) 

Approved 
Infrastructure 
Refresher Plan

Organisational 
Performance 
monitoring and 
evaluation report

Approved 
Performance 
Management and 
Development 
Dystems (PMDS)- 
reviewed

Unqualified 
audit report and 
compliance with 
all PFMA reporting 
regulations and 
deadline

Approved Quality 
assurance and 
compliance system 
for business 
processes

Approved Proposal 
for Public Protector 
Call Centre and 
complaints Hotline

TARGET

2011/12

Develop an ERP 
System, Phase 1
by 31 March 2012 
 

Develop  and 
Implement 
Reporting Tool
by 31 March 2012 

CMS Re-engineered 
according to  audit 
findings 
and approved in 
June 2011 and
implimented in
August 2011 

Perform Gap Analysis
and develop and 
Infrastrure 
Refresher Plan
by 31 March 2012 

Organisational 
Performance 
monitoring and 
evaluation and 
quarterly reporting 

Review and 
implement PMDS
by 30 September 
2011

Ensure that 
all  financial 
prescripts,  
regulations and 
deadlines are met 

Unqualified audit 
report

Address all 
significant findings 
by Internal Audit 
and Auditor 
General 

Financial manage-
ment policies revi-
ewed, approved 
and implemented 
by 30 Sep 2011

Define and develop 
quality assurance 
and compliance 
system for business 
processes by 30 
September 2011

Proposal for 
Public Protector 
Call Centre and 
complaints Hotline 
approved by 30 
October 2011 and 
piloting done by 31 
March 2012

2012/13
 
Completion and 
implementation of 
the ERP System

Implementation 
and Continuous 
improvement of the 
Reporting tool

Implement approved 
Re-engineered CMS 

Infrastructure
Refresher Plan 
implementation

Organisational 
Performance 
monitoring and 
evaluation and 
quarterly reporting 

Implementation and 
monitoring of annual 
PMDS requirements 
as set out the PMDS 
Policy and Manual

Ensure that all  
financial prescripts,  
regulations and 
deadlines are met 

Unqualified audit 
report

Address all 
significant findings 
by Internal Audit and 
Auditor General 

Financial 
management policies 
reviewed, approved 
and implemented

Implement quality 
assurance and 
compliance system 
for business 
processes

Roll out of Public 
Protector Call Centre 
and complaints 
Hotline

201 /1
 
Implement and 
review Enterprise 
Resource Planning 
System

Implementation 
and Continuous 
improvement of the 
Reporting tool

CMS post 
implementation and 
review 

Infrastructure
Refresher Plan 
implementation

Organisational 
Performance 
monitoring and 
evaluation and 
quarterly reporting

Implementation 
and monitoring of 
annual performance 
agreements 
PMDS requirements 
as set out the PMDS 
Policy and Manual

Ensure that all  
financial prescripts,  
regulations and 
deadlines are met 

Unqualified audit 
report

Address all 
significant findings 
by Internal Audit and 
Auditor General 

Financial 
management policies 
reviewed, approved 
and implemented

Implement quality 
assurance and 
compliance system 
for business 
processes

Roll out of Public 
Protector Call Centre 
and complaints 
Hotline

Public Protector Vision 2020 and Strategic Plan 2011-2014  
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STRATEGIC 
OBJECTIVE

5.3.4 An Efficient 
 and Effective  
 Organisation

STRATEGIES

5.4.4 .7 Procurement 
and Provision of 
infrastructure and 
facilities including
office accomodation 

 
  
 

  
 
 
 
 
 
 
 
 
  

 
 
 

  
 

 

 

PERFORMANCE 
INDICATOR

Approved 
infrastructure and
facilities 
management plan 

TARGET

2011/12

Infrastructure
and 
facilities 
management
plan developed, 
approved by 30 June 
2011 and 
implemented

 
2012/13

  Review and implement the facilities  management plan 

201 /1
 
Review and 
implement the 
facilities  
management plan
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STRATEGIC 
OBJECTIVE

5. .5  Optimal   
 Performance  
 and Service
 Focused 
 Culture

STRATEGIES

5.4.5.1 Review and  
 Align the 
 Human 
 Resources  Plan 
 with the 
 organisational 
 strategy

5.4.5.2 Review and 
 implement  
 the Human 
 Resources 
 Training and 
 development 
 plan 

5.4.5.3  Implement an  
 Employment  
 Wellness   
 Programme

5.4.5.4 Implement a
 strategy   
 alignment   
 process   
 including
 integrated
 organisational 
 values into 
 employee 
 behaviour

5.4.5.5 Improved 
 organisational  
 leadership and  
 team cohesion

PERFORMANCE 
INDICATOR

Approved Integrated 
Human Resources  
Plan

Approved 
Organisational 
structure aligned to 
the strategic plan

Filling of all 
vacancies

Approved Human 
Resources Training 
and Development  
plan

Percentage of total 
employee usage

Periodic surveys on 
employee behavior

Number of team-
building, leadership 
and/or  people 
management 
interventions

TARGET

2011/12

Review and 
implement 
Integrated Human 
Resources  Plan 
approved by 30  
September 2011

Organisational 
structure aligned 
to the strategic 
plan and approved 
by 30 October 2011

95% of all approved 
and funded 
vacancies filled at 
all times

Human Resources 
Training and  
Development 
plan reviewed  
approved by  
30 June  2011

Utilisation by 12% 
of the staff

Change 
Management 
Strategy developed 
and approved by 
30 September 2011

2 surveys on 
employee behavior 
per annum by 
28 February 2012

Conduct  1 
workshop on 
organisational 
values

1 team-building
event and/ or
people management  and leadership  development 
intervention per
annum by 31 March
2012 

2012/13
 
Implement 
Integrated Human 
Resources 
Plan

Organisational 
structure aligned to 
the strategic plan 
approved by 30 
October  2012

95% of all approved 
and funded 
vacancies filled at 
all times

Implement Human 
Resources Training 
and Development  
plan

Utilisation by 14 % of 
the staff 

Implement Change 
Management 
Strategy

1 surveys on 
employee behavior 
per annum by 28 
February 2013

Conduct  1  
workshops on 
organisational values

1 team-building
event and/ or people
management  and 
leadership  
development
intervention per
annum by 31 March
2013 

201 /1
 
Implement and 
review Integrated 
Human Resources 
Plan

Organisational 
structure aligned to 
the strategic plan 
approved by 30 
October 2013

95% of all approved 
and funded 
vacancies filled at 
all times

Implement 
and review 
Human Training 
and  Resources 
development plan

Utilisation by 15 % of 
the staff

Change Management 
Strategy

1  surveys on 
employee behavior 
per annum by 28 
February 2014

Conduct  1  
workshop on 
organisational values
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1 team-building
event and/ or people
management  and 
leadership  
development
intervention per
annum
2014  
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PART 6: ORGANISATIONAL STRUCTURE AND BUDGET

Public Protector

6.1 Organisational structure 

6.1 Structure and strategy are dependent on each other.  The following structure has been developed as the ideal structure 
for the optimal implementation of this Strategic Plan. However, due to funding limitations the current structure will be 
initially retained with minimal changes that can be accommodated within existing funds.

Deputy Public
Protector

Executive Support: Administration
& Policy Compliance; Governance
and Parliamentary Liaison;
International Relations

Intake, Assessment and 
Customer Service

Media Relations and Corporate
BrandingChief Executive Officer

Strategic Planning & 
Organisational Performance 
Management 

Internal Audit & Risk Management

Core Operations Chief Financial Officer Corporate Support Services

Provincial Liaison

Quality assurance, Research and
Knowledge Management 

 Public Protector Vision 2020 and Strategic Plan 2011-2014 
  Accountability Integrity Responsiveness
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6.2 Budget Per Strategic Objective

Description
Budget Financial Year ended 31 March

2012 2013 2014
Accessible to and Trusted by all Persons  and 
Communities 

 4,148,000 4,035,920 4,147,481 

Prompt Remedial Action   3,720,000 3,709,200 3,820,476 

Promotion of Good Governance     

in  the  Conduct of all  State Affairs 

7,155,000 7,198,100 7,414,043 

An Efficient and Effective Organisation 25,989,000 26,877,780 27,285,000 

Optimal Performance and Service Focused Culture 3,489,000 3,559,000 3,631,000

Total: Strategic Objectives 44,501,000 45,380,000 46,298,000 

Contingencies 2,144,000 2,352,000 2,517,000 

Capital Costs 1,821,000 1,858,000 1,895,000 

Total: Goods and Services 48,466,000 49,590,000 50,710,000 

Personnel Costs 94,423,000 107,175,000 117,045,000 

Total Annual Budget 142,889,000 156,765,000 167,755,000 
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6.3 Budget Per Strategies 
STRATEGIC OBJECTIVE 1:   ACCESSIBLE TO AND TRUSTED BY ALL PERSONS AND COMMUNITIES

Strategies
Budget Financial Year ended 31 March

2012 2013 2014

1. To extend, communicate and take the services of the 
Public Protector to  persons and communities

1,248,000 1,077,920 1,100,741 

2. To effectively engage and partner with stakeholders to 
reach all persons and communities

750,000 765,000 787,950 

3. Implement, monitor and review  Outreach, Education and 
Communication Strategy

1,800,000 1,828,000 1,870,840 

4. Develop and impliment the comprehensive framework for 
    accessibility regarding a national footprint, language and
    disability considerations  

765,000 765,000 787,950 

5.Develop and implement the comprehensive framework for 
accessibility regarding a national footprint, language and 
disability considerations

165,000 165,000 187,950

6. Building trust, confidence and faith among Stakeholders 200,000 200,000 200,000

Total Budget Strategic Objective 1 4,148,000 4,035,920 4,147,481 

STRATEGIC OBJECTIVE : 2. PROMPT REMEDIAL ACTION

Strategies
Budget Financial Year ended 31 March

2012 2013 2014

1. Implement, monitor, evaluate and improve Early 
Resolution components and Intake Assessment and 
Customer procedures and processes 

1,500,000 1,530,000 1,575,900 

2. Speedy resolution of complaints 500,000 510,000 525,300 

3. Implement Alternative Dispute Resolution (ADR) 
     procedures, processes and competencies 

1,200,000
 

1,139,000 1,173,170 

4. Establish response protocols with the approved priority 
list of organs of state that fall under Public Protector’s 
scope and mandate

320,000 326,200 335,986 

5. Pilot,  train, monitor and report on implementation 
and compliance with Public Protector Rules

200,000 204,000 210,120 

Total Budget Strategic Objective 2         3,720,000         3,709,200         3,820,476 

STRATEGIC OBJECTIVE 3: PROMOTION OF GOOD GOVERNANCE IN THE CONDUCT OF ALL STATE AFFAIRS

Strategies
Budget Financial Year ended 31 March

2012 2013 2014

1. Through complaint handling or on own initiative, 
identify and resolve or intervene in systemic 
administrative deficiencies relating to  service 
delivery,  incidents of maladministration and 
corruption 

1,755,000 1,790,100 1,843,803 

2. To investigate and handle all complaints relating to 
the Executive Members Ethics Act

1,300,000 1,346,000 1,416,380 

3. Manage and monitor investigations, reporting and 
implementation of remedial action and the impact 
thereof.

3,100,000 3,062,000 3,153,860 

4. Leverage stakeholder and international relations for 
improved organisational performance

1,000,000 1,000,000 1,000,000

Total Budget Strategic Objective 2         7,155,000         7,198,100         7,414,043 
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Strategies
Budget Financial Year ended 31 March

2012 2013 2014

1 Automate the identified business processes and systems;
a)  HR Payroll and Leave Application System
b)  Communications Video Conferencing
c)  Finance and Supply Chain Management

7,283,000 7,028,660 7,429,000 

2 Manage infrastructure and re-engineer existing systems

3 Effectively monitor , report and review organisational 
performance against the strategic objectives

750,000 765,000 765,000 

4 Implement effective financial management controls 2,555,000 2,606,100 2,607,000 

5 Develop, implement and maintain quality assurance and 
compliance system for business processes

826,000 1,607,520 1,608,000 

6 Establish Public Protector call centre and complaints 
Hotline

50,000 55,000 60,000 

7 Procurement and provisioning of infrastructure and 
facilities

14,525,000 14,815,500 14,816,000 

Total Budget Strategic Objective 4       25,989,000       26,877,780       
27,285,000 

STRATEGIC 5: OPTIMAL PERFORMANCE AND SERVICE FOCUSED CULTURE

Strategies
Budget Financial Year ended 31 March

2012 2013 2014

1. Review and Align the Human Resources  Plan with the 
organisational strategy 

281,000 286,840 287,701 

2. Review and implement  the Human Resources Training 
and development plan 

2,172,000 2,215,440 2,283,409 

3. Implement an Employment Wellness Programme 200,000 204,000 204,612 

4. Implement strategic alignment process incorporating 
an integrated organisational values into employee 
behavior

386,000 393,720 394,901 

5. Improved organisational teamwork 450,000 459,000 460,377 

Total Budget Strategic Objective 5         3,489,000         3,559,000         3,631,000 

2012 2013 2014

Total budget per strategic Objectives 44,501,000 45,380,000 46,298,000 

Contingency Budget 2,144,000 2,352,000 2,517,000 

Capital Costs 1,821,000 1,858,000 1,895,000 

Budget available for goods and services 48,466,000 49,590,000 50,710,000 

Personnel Costs 94,423,000 107,175,000 117,045,000 

Total Annual Budget 142,889,000 156,765,000 167,755,000 
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1 The mandate of the Public Protector is principally defined by the following legislation:

   Constitution of the Republic of South Africa, Act 108 of 1996,
  The Constitution Act 108, 1996 mandates the Public Protector to investigate any conduct in state affairs, or in 

the public administration in any sphere of government, that is alleged or suspected to be improper or to result in 
any impropriety or prejudice, to report on that conduct and to take appropriate remedial action.  Section 182(4) 
specifically requires that the Public Protector must be accessible to all persons and communities.

  Public Protector Act 23 of 1994
 The additional powers of the Public Protector are stated in sections 6 to 10.  Section 6(4)(b) provides that the 

Public Protector is competent to endeavour, in his or her sole discretion, to resolve any dispute or rectify any 
act or omission by mediation, conciliation or negotiation, advising, where necessary, any complainant regarding 
appropriate remedies; or any other means that may be expedient in the circumstances”.

 Executive Members’ Ethics Act 82 of 1998
 The Executive Members’ Ethics Act in section 4 mandates the Public Protector to investigate allegations of any 

breach of the Executive Ethics Code on receipt of a complaint by the President, a member of the National Assembly 
or a permanent delegate to the National Council of Provinces, if the complaint is against a Cabinet member or 
Deputy Minister; or the Premier or a member of the provincial legislature of a province, if the complaint is against 
an MEC of the province.

Promotion of Access to Information Act 2 of 2000
 The Promotion of Access to Information Act in section 4 mandates the Public Protector to investigate complaints 

relating to the operation or administration of the Act.

 Prevention and Combating of Corrupt Activities Act 12 of 2004
 The Prevention and Combating of Corrupt Activities Act in section 4 mandates the Public Protector to improper 

or dishonest act, or omission or offences referred to in Part 1 to 4, or section 17, 20 or 21 of Chapter 2 of the 
Prevention and Combating of Corrupt Activities Act, 2004, with respect to public money.

7    Electoral Commission Act 51 of 1996
 The Electoral Commission Act in section 6(3) mandates the Public Protector to be a member of the panel that 

appoints the Independent Electoral Commission. 

  Special Investigating Units and Special Tribunals Act 74 of 1996
 The Special Investigations Act in section 6 provides that the Head of the Special Investigating Unit must provide the 

Public Protector with a copy of all section 2(1) proclamations and may refer matters to the Public Protector.

 Protected Disclosures Act 26 of 2000
 The Protected Disclosures Act in section 8 provides that any disclosure made in good faith to the Public Protector is  
              a protected disclosure.  Section 10 provides that the Minister may make regulations regarding matters which may be referred 

to the Public Protector.

 National Archives And Record Service Act 43 of 1996
 The National Archives and Record Service Act provides in section 4 that the Council shall consult with the Public 

Protector on investigations into the unauthorised destruction of records otherwise protected under this Act.

    National Energy Act 40 of 2004
 The National Energy Act in section 51 provides that no person is liable or may suffer for disclosing evidence of a 

health or safety risk or a duty under the Act, if the disclosure was made to the Public Protector.

 Housing Protection Measures Act 95 of 1998

 
The Housing Protection Measures Act mandates the Public Protector to review any decision of the National Home 
Builders Registration Council, its staff or its agents
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    Promotion of Equality & Prevention of Unfair Discrimination Act 4 of 2000
 Promotion of Equality & Prevention of Unfair Discrimination Act in section 25 requires that the responsible Minister 

consults with the Public Protector in the preparation of an equality plan by the State.

  Public Finance Management Act 1 of 1999
 The Public Finance Management Act provides in section 21 that when a donor or sponsor requests to remain 

anonymous, the accounting officer must submit to the relevant treasury a certificate from both the Public Protector 
and the Auditor-General, which states that the identity of the donor or sponsor has been revealed to them, that 
they have noted it and have no objection.

   Lotteries Act 57 of 1997
 The Lotteries Act in section 8 exempts bona fide confidential disclosure or publication made to the Public Protector.
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Annexure B Public Protector Stakeholders

7.2.1  In addition to our staff, we identify below in alphabetic order our many stakeholders. We will consult and engage 
our stakeholders, for in so doing we strive to serve our principal customer – all persons and communities of South 
Africa while supporting Parliamentary oversight.

Stakeholders Category

Parliament and Provincial Legislatures Oversight/Initiators/Influencers

Cabinet and Provincial Executive Committees Complying Bodies/Initiators

Government Departments Complying Bodies/Initiators

Other Chapter 9 Institutions Partners

Statutory Bodies Complying Bodies/Initiators

Academics Facilitators

Human Rights and Integrity Monitoring NGOs Facilitators/Partners

Legal Aid Board Facilitator

National Prosecuting Authority Partner/Referral Body

Independent Complaints Directorate Partner/Referral Body

Public Service Commission Partner/Referral Body

Professional Bodies Initiator/Facilitator/Partner

Organised Labour Initiator/Facilitator

Organised Business Initiator/Partner

The Media Initiator/Facilitator/Partner/Influencer

Private Sector and Institutional Ombud Entities Partners/Referral Bodies

Non Governmental Organizations (NGOS), Community Based 
Organizations(CBOs) and Community Development Workers 
(CDWs)

Initiators,/ Facilitators/ Partners

Consumer Council Partners

Legal Aid Clinics Facilitators

Municipalities Complying Institutions

Public Initiator / Principal Customer 

 Traditional Authorities Complying Bodies/facilitators

International Ombud Entities Partners

Interest Group Organisations Initiators/Facilitators

Political Parties Initiators

Faith Community Initiators/Facilitators
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GLOSSARY OF TERMS

Align

Alignment

Capacity

Capability

Coordinate

Core Values

Develop 

Development

Enhance

Evaluate 

Facilitators

Impact

Implementation

Indicator

Influencer

Initiators

Leadership

Level

Maintain

Management

Mission

Monitor

Strategic Objective

Strategic Outcome

Outcome

Output

Partner

Policy

Plan(s)

Principles

Process

Programme

Research

Resources

Review 

Stakeholder

Strategic

Strategy (Strategies)

Vision

Annexure C Glossary of Terms

Arrange in a line; be arranged in a line; straighten.

Act of forming into a line, act of straightening; positioning, arrangement; placement and direction.

Function, role.

Ability, skill.

Arrange in proper order, reference point, and coordinate point.

Principles that guide the Office of the Public Protector to deliver qualitative services.

Build, improve; mature, grow.

Evolvement, gradual growth, evolution, maturation; progression.

Increase; intensify; improve; raise the value of.

Appraise, judge the worth or quality.

These are bodies or parties who refer people / act on behalf of other parties to acquire the services 

of Office of the Public Protector.

The final effect realised by stakeholders upon delivery of a programme.

Executions, carrying out, performing; putting into effect.

Instrument which shows performance, sign, signal.

These are bodies or parties whose actions will positively or negatively affect the operations of 

Office of the Public Protector.

These are the bodies or parties who trigger the services of the Office of the Public Protector.

Leadership, guidance; advance position, first place; person that leads.

Status or rank.

Keep in existence, sustain; keep in good condition, preserve.

Act of managing or supervising; person or group of people that manages an enterprise(s); ability to 

manage or supervise, managerial skill.

A statement that answers questions about why Office of the Public Protector exists, whom it serves 

and what value it delivers.

Supervise, observe; follow up on, check up on; regulate the quality of, keep track of.

Aim, purpose, goal of a programme.

The ultimate impact of a scorecard (pillars)

Result, effect.

Defines the end results, i.e. tangible deliverables expected from the objectives.

Entities or individuals who collaborate or work closely with the Office of the Public Protector.

A definite course of action adopted for the sake of expediency, facility.

Programme, scheme, plot, design.

Doctrine, tenet, precept; fundamental law, primary law on which other laws are based.

Procedure, routine, course of action, advance.

A plan to achieve our mission and vision; also referred to as key focus areas, strategic result areas, 

and goals.

Diligent and systematic inquiry or investigation into a subject in order to discover or revise facts, 

theories, applications, etc.

 A source of supply, support, or aid, esp. one that can be readily drawn upon when needed. 

Survey, conduct a general study; inspect, examine; reconsider, rethink.

A person or group that has an interest in an organisation.

Based on strategy, designed to achieve a goal effectively, efficiently; extremely important or

beneficial (especially with regard to organisational advantage)

Plans or methods created for the purpose of achieving a goal; science of preparing long-term plans.

The statement that reflects what the organisation wants to be
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