(d KWAZULU-NATAL PROVINCE
A /]  PUBLIC WORKS AND INFRASTRUCTURE

REPUBLIC OF SOUTH AFRICA

SERVICE DELIVERY IMPROVEMENT
PLAN

2025/2030



DPWI SERVICE DELIVERY IMPROVEMENT PLAN (SDIP) 2025/2030

SERVICE DELIVERY IMPROVEMENT PLAN

| 01 April 2025

| 01 October 2025

First Draft Document

V1.0

Acting Head: Public Works and Infrastructure
Dr V Govender
| 033-3555562
| head.works@kznworks.gov.za

| Director: Organisational Development
Mrs BNJ Makhaye
033-2604008

SDIP Task Team

Batho Pele Forum (representing Head Office and Regional Offices)

| Executive and Senior Management

| Stakeholders

| Communication Directorate

Department of KZN Public Works
| Private Bag x 9142
Pietermaritzburg
3200

] Communication Directorate to all publish on the department’s website for consumption of
| Public Works officials and client

| Open Source




DPWI SERVICE DELIVERY IMPROVEMENT PLAN (SDIP) 2025/2030

TABLE OF CONTENT
Contents
ACRONYMS AND ABBREVIATIONS. ...coieiiieeeiiiiiertenrierneerrnssesnsseeremnsessssssisnsremeasiostttaiiiesseasssismniassassasisss 4
OFFICIAL SIGN OFF ..oieuiiirierereteneieeseertssiaesssssestsnsssasssassssnasssennssssrersassssssssssserssiassissrinnesnnsistesseansanssssoss 5
PROCESS QUTLINED . .. .ottuiieiiettiatietstnssesirartnssrressssessenssasasessssnssamansssssssssessarmenssssssenssteseariiossrarsniesanessssens 7
PARTL: SUMMARY OF THE SDIP .. ceivtiiiiiieiietieetreeieseresiernnssesrnesreanseesesstuesstmmmanionsisssstsntanssermansseronrasssssines 8
11 NORMS & STANDARDS ... ittt et imieeritieesteseennre s s ranssrasssrasseesernissestsnrerasansseasssssnstasseres 10
PART 2: SUMMARY ON THE IMPROVEMENT OF BATHO PELE (SERVICE QUALITY} STANDARDS........... 13
PART 3: CHANGE MANAGEMENT PLAN ..uuititrieerierericmeetrenenrecmeee s stasiasiriniisiintssasiceseransrsrmanssrressases 19
PART4: MONITORING, REPORTING AND EVALUTION PLANS. .......cooriiiiiiririerccciitrernnieeieene s 21
ANNEXURE A: PROBLEM STATEMENT, SITUATIONAL ANALYSIS, & PROBLEM ANALYSIS.......ccccveveeeee. 23
B. 1 FRONTLINE/ SERVICE DELIVERY DEPARTMENTS: .....coviiirimiiiiiitirenirrcnnir et neennrs et 23
B1.1 PROBLEM STATEMENT ...ccuuiiiiittuteiiiimrieeetertesnaeennsestsiesseessseseressssmremssssssensinessssiesstsnsiaersnssstseressasns 23
B1.2 SITUATIONAL ANALYSIS covu i iiiiiiiierieeeirieeriiereeaestasesstnneeesessseunstsrensssermmmssmeriessesssnntiessensannssanss 23
B1.3 PROBLEM/ ROOT CAUSE ANALYSIS ...ocoiiiiiii ittt s rcsnse s snres s sne s san s 24



DPWI SERVICE DELIVERY IMPROVEMENT PLAN (SDIP) 2025/2030

ACRONYMS AND ABBREVIATIONS

BAS Basic Accounting System
DPSA Department Public Service Administration
DPWI Department of Public Works & Infrastructure
EPWP Expanded Public Works Programme
EXCO Executive Committee
H/O Head office

- HIAC Health Infrastructure Approval Committee
1AM Immovable Asset Management
IPAC Infrastructure Projects Approval Committee
ICT Information Communication Technology
IDA Inter Departmental Account
IMTS Infrastructure Maintenance Technical system
M&E Monitoring & Evaluation
MANCO Management Committee
MOV Means of Verification
NEC New Engineering Contract

~ OHS Occupational Health and Safety
oTP Office of the Premier
PFMA Public Finance Management Act
POE Portfolio of evidence
SCM Supply Chain management
SDI Service Delivery Improvement
SDIP Service Delivery Improvement Plan
SOPs Standard operation procedures
UIFW Unemployment Insurance Fund Wage
WIMS Works Information Management System
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PROCESS OUTLINED

The planning process followed is described hereunder:

e The identification of key service areas was championed by the Chief Director:
Corporate Services, informed by challenges and problematic areas highlighted during
the department’s strategic sessions.

e The development of the SDIP was undertaken in conjunction with the Service Delivery
Model, ensuring alignment with the department's mandate to enhance service
delivery.

e The department’s priorities were further reinforced through the MEC’s budget speech,
emphasizing the need for the department to reclaim its position as the preferred
implementing agency for advancing KZN’s development.

e This initiative also contributes to building a capable, ethical, and developmental state,
supporting the department’s infrastructure delivery mandate and commitment to
effective service provision.

Process followed in developing DPWI SDIP

Step | Action - | Date
1. | Officials from Organizational Development attended a SDIP | January 2025
workshop that was conducted by DPSA i
2. OD consulted various documents to identify the gaps in the | March 2025
delivery of services within the department,
3. | The first draft SDIP was consulted during one-on-one July 2025
! engagement with DPSA I -
4. The 2024/2025 and 2025/26 budget speeches by the MEC | August 2025
form part of consulted documents
5. Consultation on SDIP has been undertaken at 3 meetings August and
held with key stakeholders constituted of all branches. September
2025
6. | Consultation on SDIP has been undertaken with Batho Pele 23 September
Forum comprising of branch and regional office 2025
- representatives.
7. | SDIP was also tabled at Departmental MANCO 26 September
2025
8. | SDIP circulated to EXCO 30 September
2025
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