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EXECUTIVE SUMMARY

he South African Depament of Home Afairs (DHA) is

responsible for the implementation and management of

migration policy and legislation, as well as tkgistration of

births, mariages and deaths and the issuing of identity -docu
ments and passpsr It is often criticised in the media and in private
conversation for being administratively ifieient, cumbersome and
unwieldy South African and feign customersapotedly regularly
complain about the poor quality of sies deliveed by the
Depatment. Such evidence and medipating underpins the widely-
held belief that the Depanent is not easily accessible, is esponsive
to the needs of its customers, is riddled withraption and, to the
extent that systems aiin place to mvide eficient and quality sefices,
is poorly managed.

In recent years, the DHA has also been plagued by a number-of in
dents of comuption and mismanagement and atacted and cordr
versial pocess of drafting new immigration legislation. At the same
time, several incidents werepotted that suggested tleewas signifi
cant tension between foer IFP Home Afairs Minister Buthelezi and
the ANC DirctorGeneral of Home Adirs. These factors contributed
to the general sense that the Dapant was in disaay, and had not
made any pgress in impoving its ability to deliver seices in a timely
manner or towads living up to the criteria set out in the Ddpaental
Standads bochure published in 1997.

The Southear African Migration Poject (SAMP) thegfore pio-
posed to test cuent peceptions of the Depanent though a study of
the quality of serices deliveed: the Setices Quality Surey (SQS)
project. In SAMPS view the value of implementing such ajact lies
in assessing and comparing the viewsfemences and expectations of
sewice consumers with those of the\dee poviders. By developing an
understanding of the constraints that hindefgerance and the fac
tors that enhance gemance, theesults of the SQSaintended to
be used as a baseline against which to assess and benchmeank cur
pefformance and seice standadls, and to seealistic tagets and objec
tives to impiove sevice delivey in the futue.

In the SQS mject, inteviews wee conducted with Depmental
officials, citizens and non-citizens nationwide usingdtired question
naires. The questionnas administexd to citizens and non-citizens
were lagely the same, though non-citizens evatso asked about their
country of origin, their rason for entering the couptand how fe-
guently they visited South Africa. The questionmaidministeed to
officials included questions about length ofvéez, job satisfaction,
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knowledge of policies and legislation administeby the Depament,
national sevice standais principles such as Batho Pele, and irakr
Depatmental egulations and pcedues. Inteviews with oficials, citr
zens and non-citizens veeconducted in and @und the dices of the
Depatment that had beengselected in each @rince. At the com
pletion of the fieldwork component of the gay 179 oficials, 2120
citizens and 968 non-citizens had been inésved.

The SQS first sought to establish the level of familiarity thiitiafs
have with key legislation, policies adminigtgby the Depament and
their impact on serice delivey, as well as knowledge of intal
Depatmental policies andegulations:

< Nearly 40% of dficials indicated that they wer‘unfamiliar”

with the Immigration Act of 2002. Of these, 66% had been
employed by the DHA for six years or ngor

= An even higher 60% of 6tials said they wes unfamiliar with

the Refugees Act of 1998. This includediaiéls at ofices
where staf were most likely to come into contact with asylum-
seekers: 53% of fifials at Boder Posts and 55% at Airper

= Officials ae moe familiar with the national Batho Pele

Principles of 1998, pd&aps due to widespad adveising and
visibility in DHA Offices. Nearly 90% wer familiar with the
Batho Pele principles. Howevavhen asked to list some of
Batho Peles most impaiant principles, many werunable to
mention them dactly.

< With regad to the Home A&irs Tumamund Strategy launched

in October of 2003, only 40% offidfials had heat of the
Strategy

One of the central aims of the SQS was to compastomer per
ceptions about the DHA with those ofiails working within the
Depatment. Amongst the moskefjuent anecdotal complaints Fekar
about the DHA is that €ite locations a inaccessible, infrasicture
and physical conditions ampoor and esouces, in tems of facilities
and available equipment.edimited. When asked aboutgximity to,
and accessibility of, DHA dites, the majority of citizens (86%@pot-
ed that it took less than one hour of travel tovarat the dice whee
the interview took place. The majority of citizens either traveled by taxi
(42%), dove in their own car (19%) or walked (19%) to thicef
Amongst non-citizens, 94% of those visiting afioaf, as opposed to
passing ttough a boder post or airpdy were able to each the DHA in
one hour or less. Some 83% of non-citizens vwrered at a Regional
Office and 73% of those at District f2ks wee able to each the DHA
in one hour or less.

A second common complaint about the DHA is a lack oflgas
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tomer sevice, often linked to negative attitudes oficls at the font

line of interactions with the public. As one of the main focuses of the
Suwey, officials and customers werasked about their paptions and
experiences of séce delivey in the DHA. In answering a range of
guestions about customer\gee, the majority of @spondents wersur
prisingly positive: they felt that they weetreated fairlythere was little
discrimination in tans of how diferent groups wee treated, and dif-

cials wee inteested in hearing what they thought.

Officials and customers sampled wersked a series of questions
closely linked to the Batho Pele Principles, which adslsefice deliv-
ery issues such as consultation orvear quality and choice, infora-
tion, access, cot@sy in teatment, transpancy redress, and value for
money Here, while it was appent that dficials and customers wer
awae of the Batho Pele pgramme, familiarity with its principles, and
the extent to which the Deparent was implementing these principles,
was not as gab

To further understand how DHA customers &eated, specific
guestions weg asked about peptions of the attitudes of Depawental
staf. Official, citizen and non-citizerespondents werasked whether
DHA staff within the ofice whee the inteview took place wer
friendly or unfriendly attentive or inattentive, cooperative or uncoeper
ative, patient or impatient, helpful or unhelpful, considerate or incon
siderate, polite or impolite, at ease or anxious, honest or misleading,
trusting or suspicious, knowledgeable or not knowledgeable, and inter
ested or not intexsted in their jobs. Agss the citizens and non-citizens
sampled, theesults of the swey show that customers felt the attitudes
of DHA staff were extremely positive overall. Intestingly officials
themselves wersomewhat less positive about the attitudes of DHA
staf.

Customers werasked a series of questions on their experiences wit
sewice delivey at the DHA on the day they weinteriewed, as this
was thought to have a likely impact on whethespondents viewed the
Depatment positively or negatively overall. Rates of satisfaction with
the customer seice received wez also consistently high, with 87% of
citizens and 92% of non-citizenspotting that they wex satisfied with
the level of serice they hadeceived. Similarly85% of citizens and
92% of non-citizensasponded that they wesatisfied with their over
all experience as a customer at the Diepamt of Home Aflirs on the
day they weg interviewed.

In addition to examining satisfaction levels on the day theg wer
inteviewed, customers andfizials were asked mar generally about
their opinions on the cuent peformance of the DHA. Again, in ters
of overall peflormance, dfciency, fair treatment and general satisfaction
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with sewice delivey, the majority of customers exgsised positive views.
Similarly, in tems of levels of cauption and tustwothiness, vey few
customers and fifials believe that cauption is a widesgrad poblem.
At the same time, customers anfiaiéls expessed a low level of toler
ance for practices that might constitute or lead tougdion, though
non-citizens appear to have a slightly higher level of tolerance for such
practices. ¥ry few respondentsapoted actual experiences of cop-
tion, either diectly or indirectly

In overall tems, the swrey esults suggest that paps the DHA is
not in such a crisis in ters of sevice delivey, customer elations, and
attitudes of stdf The customers sampled weegpositively disposed
towards the Depament, and weroptimistic egading its ability to
continue delivering quality seces. It is not possible to explain exactly
why these findings arso inconsistent with media depictions, anecdotal
evidence of bmader public opinion, and the negative assessment made
by the DirectorGeneral himself. Howeveit is impotant to understand
the contextual factors that may have contributed to shaping the opin
ions and pereptions of theaspondents. Fthver, the positive @sults of
the suvey do not mean that treeale no poblems or issues to be
addessed within Home Adirs. Although theesults of the suey indr
cate a higher quality of sdace delivey than penaps originally antici
pated, the question to ask is whetherdhas measwes that the DHA
can take to fuher enhance the positive peptions of its customers
and oficials and to impove sevice delivey.

Finally, the esults pesented in thisepot provide baseline data and
a benchmark against which to meastire futue peformance of the
Depatment, paticularly in tems of levels of customer satisfaction with
sewice quality One of the keyacommendations made in thepott is
that consideration should be given to administering a similaeguat
regular intevals as a means of continuous assessment and as a basis for
ongoing efiorts to impove peformance and the quality of sfges.
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INTRODUCTION

he South African Depament of Home Afairs (DHA), is

responsible for the implementation and management of

migration policy and legislation; thegistration of biths,

marriages and deaths; and the issuing of identity documents
and passpts! The DHA is often criticised for being administratively
inefficient, cumbersome and unwieldijhe media suggests that both
South African and faign customersegularly complain about the poor
quality of serices deliveed by the Dep&ment? Such epoting under
pins the widely-held belief that the DHA is inaccessiblegsponsive
to the needs of its customers and, to the extent that systernms@ace
to provide efficient and quality seices, is poorly managed.

Many in the Depament shae the peception that their customers
are unhappyand that substantialfefts need to be made to irope
customer elations and the quality of séces being delived. Poor ser
ice delivey is often traced to demanding and uncooperative customer:
who supposedly do not understand existiagpuce constraints and
sometimes caumvent the coect pocedues and channels, thus com
pounding the Dep#ment’s poblems.

In recent years, the DHA has also been plagued by a number-of in
dents of comuption and mismanagemerA. protracted and corver
sial pocess of drafting new immigration legislation, and the appearanc
of significant tension between foer DHA Minister Buthelezi and his
top management has not assisted matt€ngse factors have all con
tributed to the general sense that the Diapamt is in disaay, has not
made any pygress in impoving its ability to deliver saices in a timely
mannerand is failing to meet the criteria set out in the Diepantal
Standads published in 199%.

Following a series of visits to faées acoss the coungrin 2003,
DirectorGeneral (DG) Bay Gilder epotedly declagd that the DHA
was in a “scandalous” state and that immigrationices wee “a joke”
when compagd with other countries, subsequently launching the
depatmental Trnaround Strategy in October of 2008ince the
inception of the Omaround Strategythe Depaiment has emphasized
the need for adequate infragtture, equipment, personnel and &iaf
order to povide the quality of sgices that its customers expéct.
However while the Diector-General acknowledged that the
Depatment was ill-equipped to agrout its mandate, thetis no ewv
dence to date that verifies or conis the extent of customer dissatis
faction with the quality of seices delivezd.

The Southear African Migration Poject (SAMP) thegfore pio-
posed a study on the quality of\gees deliveed by the DHA (known

5
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as the Seqices Quality Surey or SQS mject). The primay objective
of the poject was to swey oficials working in the DHA, as well as eit
izen and non-citizen customers to:

< detemine the extent to which the naguand type of seices

provided by the Depament meet the expectations of its-cus
tomers;

= assess the extent to which customersensatisfied with the

quality of sewices being delived, and identify specific causes of
dissatisfaction;

= identify the types of mblems and administrative bottlenecks

that occur;

« understand why these occuprr the perspective of bothfiof

cials and customers;

< identify the stengths and weaknesses that enhance or impede

sewice delivey; and,

= develop a set oerommendations that, if implemented, would

lead to a geater corelation between the expectations of-cus
tomers about the type and quality ofvsegs deliveed and the
ability of the Depament to meet these expectations.

The value of implementing such agjgct lies in assessing and com
paring the views, gferences and expectations of\#ee consumers
with those of the sgice poviders. By developing an understanding of
the constraints that hinder pemmance and the factors that irope
performance, theesults of the Serce Quality Suwvey ae intended to
be used as a baseline against which to:

= assess and benchmarkreunt peformance and seice stan

dards;

« set ealistic tagets and objectives to impre sevice delivey to

the requied extent; and,

= achieve impovements in the quality of seces deliveed to cit

izens and non-citizens.

SAMP was mindful of the fact that for the SQS to achieve maxi
mum impact, it was necesgdo collaborate with the DHA tbughout
the poject’s planning, fieldwork, and data analysis phases. Cooperation
in the poject was obtained &m the senior management of the
Depatment during the latter half of 2004, following which tleseach
was conducted. The giect was implemented and managed by person
nel from SAMP and the Public Opinion Saes (POS) Unit at the
Institute for Democracy in South Africa (Idasa). The fieldwork was
contracted to the Bgrssus Resezr and Development Consultancy
A joint Project Management Committee consistingegiiesentatives of
SAMP and the DHA oversaw theopect, and metegularly to assess
implementation.
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METHODOLOGY AND SAMPLING

MP sought to assess the paptions and experiences of <iti
zens, non-citizens, andfisfals employed by the DHA. SAMP
ndeavoed to draw a citizen sampleohdly reflective of South
African national demographics; a non-citizen samefiective
of the population of faign visitors, esidents and workers in the ceun
try; and an dicial sample eflective of the DHA national sthicompo
sition.

Fieldwork and eseach for the SQS mject took place between
August and September 2004, involving iatews with Depammental
officials, citizens and non-citizens usingusttued questionnadrs. The
guestionnaies administed to citizens and non-citizens veesimilay
though non-citizens weralso asked about their coynaf origin, their
reason for entering the countand the fequency of their visits to
South Africa. The questionnaimdministeed to oficials included ques
tions about length of sace, job satisfaction, knowledge of and famil
iarity with policies and legislation adminisger by the Depament,
national serice standais and principles such as Batho Pele, and-inter
nal Depatmental egulations and pcedues. Inteviews with oficials,
citizens and non-citizens weeconducted in and @und the dices of
the Depaiment that had beengsselected in each @rince.

Three key factors wertaken into account in selectiregeach sites
for the poject. First, the eseach locations werspead evenly aoss
the nine povinces. Four locations werselected in eachguince, for a
total of 36 ofices. Attempts wer made to include the déent types of
sites at which sgices ae piovided: namelyRegional Ofices, District
Offices, Pds of Enty and Serice Points. The selectionquess also
sought to ensara elatively even sgrad between &i€es in lage urban
areas, and in merremote ural aeas. The only exception was in the
Northen Cape, wher no Sevice Point site was available. A fifth
Sewice Point was thefore selected in Limpopo Bvince
(Duiwelskloof) as an alteative. In addition, a number of seniofiof
cials wee inteviewed at Retoria Head Uice. Table 1 shows the loea
tions at which interiews wee conducted.

The sample of ditials broadly reflects the characteristics of
Depatmental stafacross the coungrin terms of race, gender and
“employee level” (an indication of position and sgjaData was
obtained fom the DHA on the personnel employed at each of the
offices and a pfile of pre-selected pécipants was developed that
ensued adequate variation in the sample, andamid the characteris
tics of the full stafcomplement in these fi€es. Pofiles of the charac
teristics of the difcials sought for intasiews (for example, a black
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Table 1: Home Affairs Offices Sampled
Province Regional District Port Control Service Point | Additional
Western Cape |Cape Town Worcester Cape Town Atlantis Mobile
Int’l Airport Unit
Eastern Cape |[King William’'s Mount Frere Qacha’s Nek Somerset East | _
Town
Northern Cape |Kimberley Kuruman Vioolsdrift _ _
Gauteng Pretoria Alexandra Johannesburg Heidelberg Pretoria
Airport Head Office
KwaZulu-Natal |Durban Kokstad Kosibay Hluhluwe _
Limpopo Giyani Phalaborwa Beitbridge Mangkweng Duiwelskloof
Mpumalanga |Nelspruit Komatipoort Oshoek Burgersfort
North West Mmabatho Potchefstroom | Skilpadshek Ventersdorp _
Free State Bloemfontein Thaba Nchu Maseru Bridge |Namahadi _
MPCC

woman oficial of Employee Level 9-12) werthen fowarded to patici-
pating Home Afirs ofices, whee Managers identified members of
their staf who matched these giiles.

Interviewing five officials at eachaseach site was not always possi
ble in emote locations and Sérce Points, whaxr sometimes only two
or three stafmembers would often be working on site. In such cases,
officials wee oversampled at layer ofices. In addition, when a @
selected dicial was not available for intgiew at the eseatch site,

Office Managers werasked to select @placement with a similar gr
file. However due to the demographic makeup of DHAiaEfs, only 4
Asian oficials were inteviewed, peventing meaningful coelations
between race and stgy responses to be drawiin this sub-set of the
sample. In total, 179 @itials wee interviewed (Bble 2).

National Census datadm 2001 was used to deténe tagets that
were bioadly eprsentative of the South African national population in
tems of povincial population, gender and r&c@/hile intewiews with

Table 2: Officials Interviewed by Race, Gender and Employment Level (in Numbers)

Level [Female Male Total
Black Coloured|Asian White Black Coloured [Asian White

1-2 7 1 - - 7 - - 2 17

3-8 55 9 2 17 52 9 1 7 152

9-12 1 - - 2 2 - 1 1 7

13o0r [1 - - - 1 - - 1 3

higher

Total |64 10 2 19 62 9 2 11 179
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officials were conducted only in English, citizens weaalso intariewed
in Xhosa, Zulu and Sotho. In total 120 citizens wes inteviewed
(Table 3).

Table 3: Citizens Interviewed by Race, Gender and Province (in Numbers)

Province|Female Male Total
Black Coloured | Asian \White Black Coloured |Asian White
Western |33 48 1 19 28 48 2 24 203

Cape

Eastern |134 15 1 8 127 9 - 8 302
Cape

Northern|26 33 - 9 25 30 - 7 130
Cape

Gauteng|147 9 4 44 149 5 4 37 399
Kwa 183 3 20 11 157 4 15 9 402
Zulu-

Natal

Limpopo|118 1 - 2 100 - - 3 224
Mpuma- |72 1 - 17 59 2 3 15 169
langa

North 73 1 - 5 71 1 1 5 157
West

Free 63 2 - 5 55 2 - 5 132
State

Total 849 113 26 120 771 101 25 113 2118

A noncitizen ssmple was identified usng Statigics South Africas
(SSA) monthly Tourism and Migration repots, which provided data on
the origins of all foreign nationalslegally entering South Africain 2003°
The percentage of personsto be interviewed from each ssnding region
was identified. In total, 968 non-citizenswere interviewed (Table 4).

SAMP is satisfied that the numbers of customers afidiaf inter
viewed ae significant enough to draw conclusions about satisfaction
with sewice delivey from the DHA. Fuher, the sample adequately
reflects the demographics of the national South African population, tt
origins of most fagign nationals visiting South Africa, and the compo
sition of Home Afairs officials acioss the couryr It is less eliable to
draw general conclusions at theyincial level and in tens of specific
locations at which interews wee conducted since, gaularly at the
level of location, the number oéspondents was not always statistically
significant.
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Table 4: Non-Citizens Interviewed by Race, Gender and Region of Origin (in Numbers)

Region |Female Male Total
Black Coloured|Asian \White Black Coloured |Asian White
Southern|170 5 0 12 298 9 0 14 508

Africa

Africa 28 0 0 3 115 1 3 2 152
Europe |6 0 0 50 12 2 0 57 127
Central |2 1 0 8 2 0 0 11 24
& South

America

Australial0 0 0 11 0 0 0 9 20
& New

Zealand

North 10 0 0 26 6 0 0 15 57
America

Asia 0 0 26 1 0 0 a7 0 74
Middle |0 0 0 2 1 0 1 2 6
East

Total 216 6 26 113 434 12 51 110 968

ProFILE oF HOME AFFAIRS CUSTOMERS

SOuUTH AFRICAN CITIZENS

n temms of racial classifications, the majority of sampled citizens

(77%) described themselves as African or Black with much lower

numbers falling into the categories of White (11%), Cadur

(10%) and Asian/Indian (2%). Merthan half of theaspondents
(52%) wee female (@ble 5).

Table 5: Race and Gender of South African Customers

South African Citizens Male (%) Female (%) Total (%)
African/Black 76 77 77
White 11 11 n
Coloured 10 10 10
Asian/Indian 3 2 2

Total (n=1010) (n=1108) (n=2118)

Home languages within the sample included Zulu (19%), Xhosa
(18%), English (13%), Afrikaans (13%) ansivena (11%). Some 57%
of the respondentsepotted they had some seconglachool education

10
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and an additional 21% stated they hackived some téary education
or training. The average age was 35 with thgdsar popottion (33%)
in the 26-35 age band.

With regad to employment status, the @y found that 46% of
male and 62% of female paipants wee not curently working. High
levels of unemployment wempaticularly prevalent amongst Blacks
(61%), wheeas unemployment levels wdower among White,
Coloured and Asianaspondents. Of those cantly employed, 17%
worked in the private sectat0% wee piofessionals, 8% worked in the
public sectar7% wee domestic workers and 6% westudents. The
remainder wexr employed in a variety of other occupations(€ 6).
Fully 26% of the @spondents said they had never had a job. When

Table 6: Citizen Occupations by Race and Gender*

Occup- Female (%) Male (%) Total (%)
ation Black Coloured |Asian  |White Black Coloured |Asian White
Agricul- |3 2 - - 8 4 - 7 5
ture/

Fishing/

Mining

Trader/ |1 1 0 - 2 - - 1 1
Vendor

Business|2 3 4 11 4 3 28 16 ul
-person

Domestic|14 13 - 2 3 1 - - 7
worker/

Nanny

Profess- |6 10 19 35 8 9 16 34 10
ional

Student |6 9 4 2 7 6 - 6 6
Public |7 11 19 14 8 10 16 6 8
sector

Private |13 19 15 8 24 26 16 7 17
sector

Retired/ |1 1 - 1 1 3 - 6 2
Disabled/

Unable

to work

Never |38 10 27 6 25 8 8 5 26
had a

job

Other 9 21 12 21 10 30 16 12 14
Total n=835 n=112 n=26 n=119 n=764 n=99 n=25 n=110 Nn=2090
* Due to rounding, percentages shown in Tables may not always equal one hundred.
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asked to quantify their average household income instef “low”,
“middle” or “high”, the majority (52%) felt their households had a

“low” monthly income.
Finally, respondents werasked why they had come to the DHA on

the day of the int@iew Major reasons included obtaining Identity
Documents (IDS) (47%), egistration of biths (27%), and obtaining
passpots (13%). Additionalesponses arshown in @ble 7.

Table 7: Citizens’ Reasons for Coming to the DHA*

Reason

Number of Responses

Percent of Responses

Identity Documents

948

46.9

Passport 262 13.0
South African Citizenship 11 0.5
Register Birth 537 26.5
Register Death 117 5.8
Register Marriage 82 4.0
Deportations 2 0.1
Repatriation 1 -
Refugee Application 1 -
Visitation to South Africa/Visa 3 0.1
Temporary Residence 5 0.2
Permanent Residence 12 0.6
Employment 1 -
Welfare Services 7 0.3
Home Affairs 1 -
Transport Services 1 -
Communication Services 1 -
Change of Personal Details 12 0.6
Enquiry 2 0.1
Driver’s License 1 -
Work Permit 1 -
Emergency Passport 3 0.1
Working 5 0.2
Checking Divorce Papers 1 -
Refused 4 0.2
Don’t Know 1 -
Total 2022 100.00

* The question allowed for multiple responses. Results are therefore presented as a percentage

of all responses.
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NoN-CITIZENS

The highest numbers of migrants entering South Africa each year ar
from other countries in the Southekfrican region!® The majority of
non-citizens intariewed wee theefore from the SADC egion, with

the thee top countries of origin being Lesotho (12%), Mozambique
(9%) and Zimbabwe (9%). Cumulativelgouthen Africans constitut

ed moe than half of the non-citizens sampled (54%), followed by 14%
from other African countries ags the continent and 13%ifn Euope
(Figure 1).

Figure 1: Region of Origin of Non-Citizen Participants

13%
Europe

6%
North
America |

America

2%
Australia and
New Zealand

A large majority of non-citizenesspondents described themselves as
African or Black (67%). Ninety four peent of Black espondents wer
from African countries, while the majority of Whitespondents wer
from Euppe (47%) and N¢in America (18%). The most common
home languages werEnglish (30%), SeSotho (11%), Rguese (8%),
French (7%), $wana (6%) and Swazi (5%).

The non-citizens sampled weehighly educated, with 53% having
received a tdérary education or holding a postgraduate qualification,
compaed to only 25% of South Africans int@wed. Theseasults
suppor other SAMP eseach, which documented high levels of educa
tion and employment amongst égn nationals in South AfricANon-
citizens wee slightly older than citizens with a mean age of 40 years.
However the majority (34%) also fell within the age range of 26-35.

Non-citizens had a lower rate of unemployment (38%) than South
Africans (54%), although these figag includedatirees. As with citi
zens, rates of unemployment wdrigher amongst women (46%) than

13
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men (34%), and higher amongst Black (46%) than White, Cedooir

Asian respondents (21-24%). The highestgeetage of unemployed

respondents werfrom the Souther African region (48%).
Non-citizens weg employed as pfessionals (20%), businesspersons
(15%), and in the private sector (12%), while only 1@&oted that

they had “never had a job”. Of these, mostevesm countries in
Southen Africa, including Lesotho (30%), Zimbabwe (17%),

Mozambique (17%), and Swaziland (12%). The majorityevigiack
(96%) and male (60%). Non-citizens wenost likely to epot a “mid-

dle” household income (32%) or a “high” income (29%). Although
there was little variation in the income levels of non-citizen men and
women, the majority of Blackeispondents (41%) described their house

hold income as “low”, while 61% of White non-citizens described their
income as “high.”

Finally, non-citizens wex asked about visiting South Africa.
Respondents ém Souther African were most likely toepot “10 or
more” previous Visits (44%), illustrative of high levels obss-boder
mobility in the egion. A majority of visitors fsm all other egions,
including other African countries (40%)poted that they had only
been to South Africa “once or twice” befor

Reasons for their ctent trip to South Africa included transit to
another destination (17%), visits to friends or family (15%), holiday
(14%), business (13%), or shopping (11%gK€ 8). Of the non-citi
zens whoepotted that they had “never had a job,” mostever South

Africa to visit friends of family (31%), for shopping (19%) or for job-

seeking (15%).

ProFILE OF OFFICIALS

14

he majority of the 179 ditials inteviewed wee Black (69%),

and slightly moe than half (54%) werwomen. This was

broadly reflective of the stéfmakeup at sampled fafes. The

first language of dicials included Afrikaans (24%)sWwana
(18%), Xhosa (17%) and SeSotho (12%). Most had completed second
ary school (56%). A fuher 12% held a post-secongaualification
other than a university dexg; 7% had “some university” training; 5%
had completed a university degy, and 3% held a postgraduate qualifi
cation. Some 16% of thefafials inteviewed had not completed sec
ondary school.

The officials were asked how long they had been working for the
DHA, their curent position, and the amount of time they spent inter
acting directly with customers. Manyfafials had long seice recods
with 23% having been employed by the Dépent for 6-10 years,
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Table 8: Reasons for Coming to South  Africa (non-citizens)

Reasons for Coming to All Non-Citizens Non-Citizens who “never had a job”
South Africa

No. of % No. of %

Responses Responses
In Transit to Somewhere 174 16.8 2 1.3
Else
Visit Friends/Family 153 14.8 48 30.6
Holiday 146 14.1 7 45
Business 133 12.9 4 25
Shopping 116 11.2 30 19.1
Permanent Work 52 5.0 9 5.7
Study 51 4.9 8 5.1
Job-Seeking 51 4.9 23 14.6
Temporary/Contract Work 33 3.2 6 3.8
Permanent Residence 31 3.0 3 1.9
Refused 25 2.4 5 3.2
Refugee/Asylum-Seeker 15 14 4 25
Temporary Residence 13 13 1 0.6
Trader 11 11 - -
Research 4 0.4 - -
Going to the Bank ul 0.4 3 1.9
Making Phone Calls 4 0.4 2 1.3
Medical reason 4 0.4 - -
Don’t Know 3 0.3 - -
Sport 2 0.2 - -
Buying a car 1 0.1 - -
Fetching family member 1 0.1 - -
Education tour 1 0.1 - -
Collecting corpse 1 0.1 - -
Going to Court 1 0.1 1 0.6
Attending church 1 0.1 - -
Endorsement 1 0.1 - -
Attending a Funeral 1 0.1 1 0.6
Total 1033 100 157 100

25% for 11-15 years and 24% for radhan 15 years. Theewas little
difference in the duration of sece between men and women, but
White officials were moe likely to have been in the employ of the

DHA for longer with 74% having worked for the Deparent for

15
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eleven years or mer

T he majority of repondentswork in eithe “Migraion and
Immigration” (36%) or “Civic Services' (35%). The actual postions
held are shown in Table 9. Forty-nine percent of officialsinteract direct
ly with customers all of the time and another 24% most of the time

The vast majority (87%) of 6i€ials had pdicipated in training or
workshops to learabout the laws anégulations goveiing the Public
Sewice. Of the 23 who had notceived training, 9 weremployed as
maintenance, housekeeping or supgtaf. However the emaining 14
officials included a Supeisor Clerks, Immigration Cficers, and
Administrators. Futher, 13 of the espondents who had natceived
any training had been with the DHA for six years or endinety-six
percent of oficials who had paicipated in training felt that it had been
useful in helping them do their jobs.

OFFICIAL FAMILIARITY WITH POLICY AND REGULATIONS

16

The suwey first sought to establish the level of familiarity th&ficils
have with key legislation and policies administtby the Depamnent,
as well as knowledge of inted Depatmental policies andegulations.
Nearly 40% of dicials said they wez unfamiliar with the Immigration
Act of 2002** Most of those who werunfamiliar with the Immigration
Act worked as Administrators (46%), Clerks (25%) and Maintenance/
Housekeeping staf13%). The majority of those unfamiliar with the
Immigration Act wee Black (79%) and female (58%).

Levels of unfamiliarity with the Refugees Act veesignificantly
higher™ Some 60% of dicials were unfamiliar with the Act, although
many wee employed as Administrators (39%), Clerks (21%) and
Maintenance/Housekeeping dté8%). However43% of Immigration
Officers stated that they wemnfamiliar with the Act. Also, 53% of
officials working at boder posts and 55% working at ainsomwhee
asylum-seekers arlikely to pesent themselves, weunfamiliar with
the Act.

In contrast, dicials showed high levels of familiarity with the Batho
Pele Principles of 1997, pgaaps due to widesgad advdrsing and visi
bility in DHA Offices.** While 90% of oficials wee familiar with Batho
Pele, many could not list some of th@gnammes most impotant prin
ciples. For example, only 30% offadials mentioned “value for money”
as a Batho Pele principle, 31% mentionegtitrss” and 36% mentioned
“transpaency and openness”g@dle 10).

Officials were also asked about a number of insdrDHA policies,
plans and stictures that potentially impact on theiggular work.
Nearly thee-quaters of the dicials wele awae of the DHA Strategic
Plan (74%) and the Employment Equity Plan (72%)a®ness was
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Table 9: Positions of DHA Officials

Position Male (%) Female (%) Total (%)
Regional Director 2 2 2
Deputy Director 1 1 1
Office Head 9 2 5
Section Head 4 1 2
Supervisor 7 5 6
Immigration Officer 22 16 19
Personnel Officer 2 2 2
Administrator 23 38 31

IT Personnel - 1 1

Clerk 21 21 20
Finger Printer 1 - 1
Maintenance/Support 6 9 7
Security/Police 2 1 2

Don’t Know - 1 1

Total (n=83) (n=93) (n=176)

Table 10: Officials’ Familiarity with Batho Pele Principles

Batho Pele Principle Mentioned (%) Not Mentioned (%)
Service Standards 56 43
Consultation 41 59
Courtesy 41 59
Information 37 63
Openness and Transparency 36 64
Access 33 67
Redress 31 69
Value for money 30 70

Table 11: Officials’ Knowledge of DHA Policies and Structures

DHA Policy/Structure Yes (%) No (%) Don’t Know (%)
Strategic Plan 74 11 15
Employment Equity Plan 72 14 14

Displayed guidelines on Standards | 65 17 17

of Service

Transformation Unit 64 15 21

Publicized complaints procedure 59 27 14

Information Technology Plan 56 18 26

Annual Report to customers 35 40 25

17
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somewhat lower of therdnsfomation Unit (64%), Standds of
Sewice (65%), and Complaintsredues (59%), all of which impact
directly on working conditions and the quality of\see deliveed to
the public. Knowledge of the Annual Repuaras vey low (35%)
amongst dicials, despite the emphasis on infation, transpancy
and value for money in the Batho Peledgtamme (@ble 11).

DHA officials were then asked about the Homédakt Tumaround
Strategy launched in October 20@30nly 40% had hedrof the
Tumaround StrategyThee was vey little difference in awamess levels
across racial grups. Avareness was highest amongst senibiciafs and
declined amongst lower employee levels, with 53% fifiafs between
Levels 3-8 and 60% of fi€ials at Levels 1-2 unfamiliar with the
Strategy This suggests that, ten months amfrits launch, awaness
of the Tumamund Strategy had not digfently trickled down fom
management level within the Depaent.

DHA staff members familiar with theumaround Strategy édred a
range of interpetations of what they believed to be its most irtgoar
patts. Fequent@sponses included: stdfaining (11%), acquiring new
staf (8%), new infrastucture (8%), civic sefice projects (6%), new
technology (6%), anti-couption meas@s (5%), the Home Adirs
National Identification System (HANIS) (5%) and irogements in
communities (5%). Asked to describe their owlerin the implemen
tation of the Wrnaound Strategymost diicials said they did not knaw
Other responses included: to ingwe customeralations and seice
quality (15%), to “implement theufharound strategy” (10%), to be
efficient (7%), to “go the extra mile for the public in delivering-cus
tomer sevice” (6%), to impove staff morale (4%), and to “cooperate
with management in all aspects” (3%).

Officials were also asked to identify any otheol&-players” within
the DHA involved in the implementation of therfaround Strategy
Most frequently mentioned wetthe DirectorGeneral (12%),
Supevisors (5%) and “Head @€e” (4%). Those who felt the Dactor
General was aofe-player in implementing theuharound Strategy
stated that the DG should “ensuihat all ofices adhez to the
Tumaround Strategy”, “intoduce change”, implement and manage the
Tumaround Strategy“inform the public about xenophobia”, “imase
the annual budget”, “make suthe infrastuctue is fine” and “check
the needs analysis.” When asked whether they thought that ofirer r
players involved in implementing therfiaround Strategy understand
their responsibilities, 40% said they did not know

Finally, officials familiar with the Tirnaround Strategy werasked
how often monitoring and evaluation of the implementation of the
Strategy took place within thefmies whee they worked, and how like
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ly it was to bring about positive change within the DHA. While 36%
stated that the implementation of ther&round Strategy waggular
ly monitored and evaluated, a high pentage ofespondents familiar
with the Strategy (17%) ansvest that this never happened (Figa).
Overall, oficials familiar with the Timaround Strategy showed high
levels of confidence in its potential to inope the DHA by ensuring
that all customerseceive decent seice (92%), impoving staf morale
(87%), ensuring better aer management and mobility foffiofals
(90%), impoving physical conditions and infrastture (92%),
upgrading IT (95%),aducing coruption (89%) and impring commu
nications with the public (92%).

Figure 2: Frequency of Monitoring and Evaluation of the Turnaround Strategy
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JoB SATISFACTION AMONGST OFFICIALS

The suwey found that 84% of ditials ageed with the statement, “I|
like my job vey much”, though this peentage was slightly higher
amongst women (86%) than men (81%@h(€ 12). Black dicials
(80%), while still positive overall, werslightly less likely to enjoy their
job compaed to their White (85%) and Colad (100%) counterpts:
Job satisfaction was also lowest amongst employees who had worked
the DHA for 2-3 years (67%), wheais 80-90% of thosefwials who

had worked less than one yearfour years or ma ageed that they
liked their job. All officials at Employee Level 9 and upwsarageed

that they enjoyed their job, compdrto 84% of dicials at Levels 3-8
and 87% of dicials at Levels 1-2. Finallyofficials responding to the
sunvey in KwaZulu-Natal (65%), the Ntir West Povince (74%) and
the Eastem Cape (75%) werless likely toapott that they liked their
job compaed with oficials in the Nothen Cape (95%), \&sten Cape
(95%) and Mpumalanga (95%).
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Next, officials were asked whether or not decisiomegading ppomo-
tions and salarincreases in the Depganent wee fair. Here, nearly two-
thirds (59%) thought that decisions wamfair While responses wer
consistent amongst male and femaliciafis, Coloued (74%) and
Black (60%) oficials wee moee likely than White dicials (41%) to
say they wes unfair Respondents wemost likely to espond this way
in KwaZulu-Natal (85%), and least likely in the East@ape (30%)
and Mpumalanga (30%).evy few officials of Employee Level 9 and
above agred that decisions wemnfair compaed to 60% of dicials at
Levels 1-2 and 62% of B€ials at Levels 3-8.

Third, oficials were asked whether they felt they could easily find a
job in the private sector if the Depawent shut down. Some 58%
thought that they could. Malefafials (60%) wee slightly moe confi
dent than female @€ials (55%) about their ability to do so. Whitefiof
cials (37%) felt much less confident than Black (62%) or Cebbur
(58%) officials that they could find a job in the private sector if the
DHA shut down.

Fouth, officials wee asked whether or not they had arsircaeer
path in Home Afirs; 63% ageed and 28% disaged. Inteestingly
female oficials (65%) wee slightly moe likely than male dicials
(59%) to agee. White dfcials wele less likely (48%) to feel they had a
strong caeer path in Home Adirs, compard to Black (64%) and
Coloured (74%) oficials. Futher, only 35% of dicials in KwaZulu-
Natal felt they had a sing caeer path, compad to 50-65% in the
Easten Cape, Vésten Cape, Limpopo and the Nbr\West povince,
and 70-85% in the Ntdrem Cape, Gauteng, Mpumalanga, and the
Free State.

Fifth, officials were asked a number of questions on the working con
ditions and employment culeiof the DHA. Asked whether they
agreed with the statement: “If you want aprotion or salay increase,
it is important to suppdrthe right political pdy”, the majority “dis
agreed” (67%), but nearly one-quer (24%) agred. Female fitials
(31%) were somewhat merlikely to agee with this statement than
males (16%), with little variation amongstfdient race grups.
However officials in the Eastar Cape (40%), Gauteng (40%) and the
North West povince (37%) wer moe likely to agee than dfcials in
other povinces (10-25%).

Sixth, officials were asked whether or not they agd with the state
ment: “programmes such as Batho Peleate moe bueaucracyand
make it dificult to do my job.” Once again, most disagd with this
statement (69%). Her thee was little diference in the @sponses of
male and female fifials.

Finally, ofiicials wele asked whether or not tieesie clear ules and
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guidelines govering Home Afairs. Hee, 78% agred and only 10%
disageed. Theg was little variation between male and femafieials,
but Black oficials (74%) wee slightly less likely to age than Colowd
(89%) and White (91%) &tials. Oficials inteviewed in KwaZulu-
Natal (55%) and the EasteCape (60%) weralso less likely to age

than oficials in all other povinces.

Table 12: Job Satisfaction Amongst DHA Officials

Satisfaction (% agree) Black Coloured [Asian White Total
(%) (%) (%) (%) (%)

Enjoy my job very much 82 100 75 87 84

Decisions regarding promotions and salary 61 74 75 44 59

increases are unfair

Could easily find a job in the private sector 61 58 50 44 58

Strong career path in the DHA 64 74 75 43 63

For a promotion or salary increase its important |23 21 0 22 24

to support the right political party

Programmes such as Batho Pele create 14 21 25 17 15

bureaucracy

Clear rules and guidelines govern the DHA 74 89 75 91 78

Total n=124 n=19 n=4 n=23 n=179

RoOLE OF THE DEmRRTMENT OF HOME AFFAIRS

MAIN FUNCTIONS

ne of the central aims of the SQS was to compastomer
erceptions with those of fifials within the Depament.

Both the customer andfafial questionnaies first asked

respondents to list the main functions of the Dwepeamt of

Home Afairs. Citizens and non-citizens combined think that the most

important functions of the DHA arissuing identity documents (22%)
and passpts (18%), andeagistering biths (17%), deaths (13%) and
marriages (10%). This accounted for 80% of custonesponses.

However thee wee some diérences between the citizen and non-citi

zen esponses. These five mosefuently cited functions constituted

91% of all esponses given by citizens. Amongst non-citizens, these fiv

responses constituted 62% of alsponses, with additional answers
including issuing visas (11%) and South African citizenship (8%),

“immigration” (4%), and Penanent Residence (3%).

Officials identified the issuing of IB’(14%) and passgsrand visas
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(12%), as well as theegistration of bths (14%), deaths (13%) and
mariages (12%) as the main functions of the Déapant. However
cumulatively these only accounted for 66% of akkponses comped to
80% amongst customers. Far mdrequently than customers,fiofals
also identified the granting of South African citizenship andrReent
Residence, deptation, egulation of visitation to South Africagpatrk
ation and the picessing of@&fugee applications as functions of the
DHA. These diferences a shown in Figue 3, and suggest either that
DHA customers may not be aveaof the extent of the Degarent’s
range of serices or that they see civic s&res for citizens as a priority

Figure 3: Main Functions of the DHA
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Amongst the most éguent anecdotal complaints feeabout the DHA
are that ofice locations a inaccessible, infrasictue and physical
conditions ae poor and esouces in tems of facilities and available
equipment ag limited. The majority of citizens (86%gpoted that it
took one hour or less to travel to thécaefwhere the inteview took
place. Most either traveled by taxi (42%)pae in their own car (19%)
or walked (19%) to the @ite. Blacks (53%) and Coloads (36%) wexr
most likely to have traveled by taxi, while most Whites (70%) and
Asians (61%) traveled in their own car

Amongst non-citizens, 83% of those intiewed at a Regional
Office and 73% of those at District fiaes wee able to each the DHA
in one hour or less. Howeveéhis depended on whether gntras
through a land Bater Post or tlough an Airpot; 26% of those who
were inteviewed at an Airpdr(Johannesbgror Cape dwn) had trav
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eled for six hours or mer Amongst non-citizens, mostspondents
either walked (31%) or took a taxi (21%); an additional 18étealin
their own cars and 18%rared by airplane.

All customers wez then asked about the facilities available to them
at the DHA ofice, Airport or Boder Post at which they werinter
viewed. These included seats to sit in, the righh$aio complete,
heating or air conditioning, posters oobhues describing DHA
sewices, working toilets, a place to buy fmearbyposters or
brochures describing fees for DHA seces, drinking watera mothes
room, and a working public telephone. In analyzing this data, SAMP
was cognizant of the fact that Airgerwee likely to be the best-ser
iced sites, as theyaprivately-owned and f#r a wide range of facili
ties, and that seice points, especially mobile units, wdikely to ofer
the least facilities.

Table 13 shows the facilities avalable to customersin each type of
office sampled, and confirmsthat customersa Airports were best serv-
iced. After Airports, Reg onal offi ces offered the best facilities, although
here there wasa mixed picture, with 19% of customers repoting that no
seats wereavailable, 26% that there was no heating or air conditioning,
21% that information on DHA services was not available in pogters or
brochues 15% that there were no working toil s, 15% that there was
no place to buy food nearby, 28% tha no drinking water was available,
55% that therewasno mothea’s room, and 37% that there was no work-
ing telephone District Offices were lessequipped than Regiond Offices,
but Border Posts and Service Points offered the poored facilities overdl.
Pehaps mog worrying, 25% of customers in Regiond Officesrepoted
that they had not seen posters or brochues desribing the feescustomers
should pay for DHA services. Thiswas even higher at District Offices
(41%) , border posts (46%), airports(30%) and service points (55%) .
Thislack of information on fees could expose customersto inaeased
coruption, overchaging, and demands for payment for free services

CUSTOMERSERVICE AT THE DHA

nother common anecdotal complaint about the DHA is the
lack of god customer seice, often linked to the negative
attitudes of dfcials at the font line. Oficials and customers
weke therefore asked about their peptions and experi

ences of seice delivey in the DHA. An impotant patrof assessing

the quality of customer sgce was to detenine whether or not cus

tomers wee treated diferently accoding to their identityrace, gender

or nationality

Customers werasked to describe the specific identitgugr they felt
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Table 13: Facilities Available in Sampled DHA Offices

DHA Facilities | Regional District Border Post | Airport Service Total
Office (%) Office (%) [(%) (%) Point (%) (%)

Seats for 80 73 21 94 57 72

customers

The right forms |90 87 70 73 88 83

to complete

Heating or air |64 41 41 98 20 62

conditioning

Posters or 74 62 53 68 43 66

brochures

describing

DHA services

Working toilets |69 58 68 99 53 73

A place to buy |78 64 56 98 67 76

food nearby

Posters or 70 47 40 61 31 59

brochures

describing

service fees

Drinking water |57 63 71 90 67 68

A mother’s 16 14 13 53 7 22

room

A working 51 44 53 98 29 59

public

telephone
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they belonged to “first and femost”. Amongst citizens, the mosgfr
guent responses to this question included African (17%), Zulu (13%),
Xhosa (11%), and Christian (9%). Amongst non-citizens, mest fr
guent responses werAfrican (12%), White (9%), Sotho (9%) and
Christian (7%). Respondents weaasked whether they felt persorsnir
their paticular identity goup wee treated fairly by the DHA. Amongst
citizens, just over half of th@spondents sampled (58%) felt persons
from their identity goup wee always or to a lge extent &ated fairly
by the DHA. This poportion was consistent amongst Black and White
respondents (58%). Howeyaspme variation was evident in the
responses of Indian/Asian (75%) and Catoluf50%) customers.
Amongst non-citizens, 55%potted that persons within their iden
tity group wee treated fairly always or to a lge extent. Howevethe
percentage of White non-citizens who felt they evé¢rated fairly was
slightly higher (61%) than the pemtages of Black (54%), Colad
(50%) or Asian (44%)espondents. Fthier while 57% of non-citizens
at Border Posts and 55% at Airgsrfelt their identity grup was teated
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fairly, a somewhat lower ppottion (47%) of non-citizens inteewed
at DHA offices responded in the same wdyhele was also significant
variation in customeresponses betweeropimces. In Limpopo, only
28% of citizens and 11% of non-citizens felt persoomftheir identity
group wee always or most oftengated fairly by the DHA.

Customers werthen asked whether they felt personsifitheir
identity goup weie teated betteworse or the same as other people.
Across the customer sample, 87% of citizens and 85% of non-citizens
felt they wee teated the same as other peoplethauy 74% of citizens
and of non-citizens felt that South African customersenated the
same as peopledm other countries.

Citizens and non-citizens weealso asked how intested they felt
the DHA was in “what happens to you, or in hearing what people like
you think?” Responses to this questionevagain vey positive, with
79% of citizens and 82% of non-citizens answering that they felt the
DHA was inteested. The question of the DidAntelest in its cus
tomers was then examined a second time, when customersiskerd
how interested they felt the Depgarent was in personsdm their iden
tity group, in comparison with otheraymps. Thee was little variation
across the customer sample, with 65% of non-citizens and 63%-of citi
zens esponding that they felt the DI4Antetest in their identity goup
was about the same as with otheougps.

BATHO PeLE AND HOME AFFAIRS CUSTOMERS

Offidals and customers were asked a series of quedions closely linked to
the governmentsBatho Pele Principles, which addressed service delivery
isauesincluding consultation on service quality and choice, information,
access, courtesy in treatment, trarsparency redes, and vdue for money.

In the first series of questiongspondents werasked whether they
agreed that DHA customers ass the counyr have been consulted
about the quality of seice they shouldeceive, linked to the Batho
Pele Principle of Consultation. Some 72% dfoudls felt that cus
tomers had been consulted about the quality eicethey should
receive fom the DHA, compad to lower figugs of 61% of citizens and
62% of non-citizens. Black non-citizens (26%) intisatar wee most
likely to disagee. This was alsoue of citizens, whex 31% of Black
respondents felt the DHA had not consulted customers abeideser
delivery, compaed to 23% of White, 19% of Colced, and 12% of
Indian/Asian espondents. Ftirer analysis showed that peularly
high numbers of citizens in the EasteCape (53%), the &e State
(51%) and Gauteng (41%) felt the DHA had not consulted customer:
on sevice quality

Second, espondents werasked whether they felt customers had
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been consulted about the choice oYises they shouldeceive fom

the DHA. Mot than two-thids of the dicials (68%) ageed that cus
tomers had been consulted about choice ofices, compard to lower
numbers of citizens (60%) and non-citizens (58%). Once again, fewer
Black citizens (57%) felt that the DHA consulted customers about the
choice of sefices they shouldeceive, compad to White (64%),
Coloured (75%) or Indian/Asian (77%gspondents. Less than half of
the citizens sampled in the East€lape (45%), the Ntr West

Province (43%), the lere State (41%) and Mpumalanga (38%) felt that
customers had been consulted. Black non-citizens (51%€) also

much less likely to agre that customers had been consulted than non-
citizens of other races.

Third, linked to the Batho Pele Principle of Upholdingvimr
Standadls, respondents werasked whether they felt that, in the specif
ic office where the interiew took place, customers veepiovided with
full and accurate infanation about the standsrof sevice they ae
entitled to fom Home Afairs. In esponse, 83% of fiials ageed with
this statement, but again this was not ehticonsistent with customer
opinions. Amongst citizens and non-citizens, 70% felt teegived
accurate infomation about the Standi of Sevice they wee entitled
to. Once again, analysis showed some variation betweeimpes, with
citizens in the Nah West Povince (57%) and Mpumalanga (52%)
least likely to feel they haaceived full infomation on Sefce
Standads, compaed to high rates of 87% in KwaZulu-Natal and 85%
in the Westen Cape.

Fourth, respondents werasked whether they felt that all customers
across the coungrhave equal access to the\sees dered by the
DHA, in keeping with the Batho Pele Principle of Access. Once again,
the lage majority (78%) of dicials agreed, slightly higher than the per
centages of citizens (69%) and non-citizens (70%).eas little dif
ference in theesponses of citizens by race. Howeagain thex was a
marked diference between princes, with positivegsponses at mer
than 64% in all prvinces except Gauteng (58%) and Mpumalanga
(40%).

Fifth, respondents werasked if they felt customers weareated with
courtesy and consideration at thdioé whee the inteview took place,
to which oficial responses showed owdrelming aggement at 93%.
Although customers conawd, they did so at the significantly lower
rates of 70% amongst citizens and 76% amongst non-citizens.
Customers in KwaZulu-Natal (86%), theeErState (77%) and the
Westen Cape (75%) wermost likely to epott that customers wer
treated with cotesy and consideration.

Sixth, respondents werasked whether they felt that customers
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Figure 4: Affirmative Responses for Batho Pele Principles in DHA Service
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across the coungrhad been told how Home fafrs is un, who is in
chamge and how much it costs tanrthe Depament. This question was
linked to the Batho Pele Principle of openness and tragspaHere,

only 54% of oficials felt customers had been told about DHA manage
ment and costs. This pamtage was even lower amongst citizens at
35%, and still lower amongst non-citizens at 28%. Citizens in KwaZulu
Natal wee far moe likely to agee with this statement (66%) than in
any other povince whee ageement ranged &ém 21-42%.

Seventh, linked to the Batho Pele Principle of Begsirespondents
were asked whether customere affered an apology and an explana
tion if the pomised standarof sevice is not deliveed. Ageement
retumed to the high rate of 90% amongsfi@éls, but emained signi
cantly lower amongst citizens (52%) and non-citizens (64%). Citizens
interviewed in KwaZulu-Natal (69%) or the &ten Cape (66%) wer
much moke likely to agee than in other winces aarss the county,
where ageement ranged &m 34-51%.

In keeping with the same Batho Pele Principdspondents wer
asked whethemwhen complaints armade, customersaeive a sympa
thetic and positiveessponse. Again, a high number oficiils (86%)
agreed, but aggement was much lower amongst citizens (52%) and
non-citizens (56%). Ftimer analysis again showed significantedif
ences between pvinces, with only 35% of citizens in Limpopo and
35% in the Nothen Cape indicating that customeeseive sympa
thetic response to complaints, compdrto 73% in KwaZulu-Natal.

Finally, in tems of the Batho Pele Principle oaMe for Money
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respondents werasked whether they agd with the statement that
the DHA puovides serices economically and fidiently, and gives cus
tomers the best value for monéyhigh number of dfcials ageed with

this statement (80%), but @gment was lower amongst citizens (64%)
and non-citizens (60%). Citizens wemost likely to feel that the DHA

delivered eficient and efective sevices in KwaZulu-Natal (82%), the
Westen Cape (80%), and the Nben Cape (72%), and wereast

likely to agee in Mpumalanga (47%) and Limpopo (49%). Amongst

non-citizens, Black (55%)spondents wermuch less likely to age
than non-citizens of other races (69-78%).

PERCEPTIONSOF STAFF ATTITUDES AT THE DHA

To further understand how DHA customers &eated, specific ques
tions wee asked about customers’ peptions of the attitudes of
Depatment stdf Officials, citizens and non-citizens weasked
whether DHA stdfwithin the ofice whee the inteview took place
were friendly or unfriendlyattentive or inattentive, cooperative or

uncooperative, patient or impatient, helpful or unhelpful, considerate or
inconsiderate, polite or impolite, at ease or anxious, honest or mislead

ing, tusting or suspicious, knowledgeable or not knowledgeable, or
interested in their jobs.

Customers wervel positive about the attitudes of DHA $taf
although dficials themselves wersomewhat less positiveafdle 14).
Amongst citizens, Asian customers (68-74%)entbe least positive
about DHA stafattitudes, with fewer positivesponses aoss all atti

Table 14: Attitudes of Staff in DHA Offices

DHA Staff Attitudes Citizens (% Yes) Non-Citizens Officials (% Yes)
(% Yes)
At Ease 82 87 73
Attentive 84 89 78
Considerate 83 88 78
Cooperative 85 89 77
Friendly 83 88 72
Helpful 86 90 82
Honest 83 89 75
Interested in his/her job 84 89 78
Knowledgeable 85 91 77
Patient 84 87 68
Polite 82 88 73
Trusting 81 88 72
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tudinal indicators than Black (77-85%), Coledr(84-93%) and White
(86-91%) citizens. In comparison, Black (81-86%) non-citizens wer
slightly less positive about DHA sfattitudes than Colowd (94%),
Asian (96-100%) and White (95-98%) non-citizens.

Coloued (47-79%) dfficials weresomewhat les postiveabout DHA
staf attitudesthan White (52-82%) and Black (65-84%) officials.
Futher whereas responses to each of the attitudinal indicaors remained
vely consistent within race groups of the customer samples, dofficials’
resporsesdiffeled a great deal within race groups according to esch indi-
cator For example, Coloured officialsrated DHA gaff most positively in
temns of being cooperative (79%), trusting (79%) and knonmedgeable
about their jobs (79%), but rated staff attitudes poorly on being patient
(47%). Black officialsfelt DHA gaff attitudeswere mog favourable in
termsof being helpful (84%), attentive (79%), cooperdive(78%), and
knowledgeable about their jobs(78%), but only 65% felt staff in their
officewere truging. White officialsrated DHA gaff highly in terms of
bengattentive (82%) and at ease (82%0), but only 52% fdt staff were
truging and 63% that they were interested intheir jobs

Further analysis showed significantfdiénces in pereptions
between povinces. Aapss all of the attitudinal variables measlrciti-
zens wee most positive about sfadttitudes in the \&sten Cape (87-
98%) and the Ndhem Cape (88-95%), and least positive in KwaZulu-
Natal (65-69%). Non-citizens rated staftitudes vey favourably in the
Westen Cape (98-99%), as well as in Mpumalanga (95-98%), Gauten
(93-96%) and the Ndin West Povince (92-94%), but also gave far less
positive esponses in KwaZulu-Natal (47-50%). Finadificials inter
viewed in the EasterCape (55-100%) and theder State (75-100%)
expressed the most positive views on the attitudes of fellow DHA staf
whetras oficials in KwaZulu-Natal (35-55%) and the@aten Cape
(50-80%) wes markedly less positive.

Finally, the surey examined peeptions of stéfattitudes in the dif
ferent types of dices sampled. Amongst citizens, those witawed at
airpotts (94-99%) wee moee positive about DHA sthhttitudes than
those interiewed at Boder Posts (88-91%), District fidfes (75-89%),
Regional Ofices (78-82%) and Seice Points (77-83%). Non-citizens
interviewed at Airpots (96-97%) wee also much mer positive than
those interiewed at Boder Posts (81-87%) and Regionafi€afs (66-
72%). Lastly and in contrast taesponses éim customers, €itials were
most favourable about DHA sftadttitudes at Bader Posts (77-94%)
and Sevice Points (65-89%), pkaps attributable to better working
conditions in small dites, such as mercollegial elations, fewer cus
tomers or less workefated stess.
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QuALITY oF HOME AFRIRS SERVICES

CUSTOMER EXPERIENCESWITH SERVICE DELIVERY

od South Africansinterviewed dated that they had been to
aDHA dffice “Once or Twice” (43%) or “3-5times’ (32%)
in the previous 12 months. These resultsdiffeled slightly
amongg non-citizens though most had als visited a DHA
office either “Once or Twice’ (36%) or “3-5 times' (22%) in the pad
yearHowever, a high numbe of non-atizens (23%) repoted that they
had visited a DHA office “more than 10times” in thepad twdve
months. Of those, 93% wereinterviewed at Border Pogsor Airports.

Next, customers werasked whether they had filled in anynfigrin
order to pocess theiraquest to the DHA on the day of the intew;
most citizens (64%) and non-citizens (88%plied that they had not.
However of the 30% of customers who did completarfey 46% of citi
zens and 32% of non-citizens had someone else help them. In most
instances (82%), customers weaassisted by an employee of the DHA.

Customers werthen asked how much time they had spent at the
DHA, from the time of entering a queue to “the time you finished what
you came to do, or until now if you have not yet finished.” South
African citizens epotted that they had spent between 1 and 195 min
utes (3 hours and 15 minutes) at the DHA, with an average wait of 21
minutes. &ble 15 shows waiting times for South African citizens at
DHA offices by povince.

Table 15: Waiting T ime at DHA Offices for Citizens (in Minutes)

Waiting Time Minimum Maximum Mean
Western Cape 2 80 21
Eastern Cape 1 65 16
Northern Cape 1 45 17
Gauteng 1 105 18
KwaZulu-Natal 1 125 26
Limpopo 3 161 27
Mpumalanga 2 195 32
North West 1 85 17
Free State 1 105 16
National 1 195 21

Non-citizens epoted shoter waits than citizens, with time spent
ranging fom 1 to 105 minutes (1 hour 45 minutegJ€ 16). On
average, non-citizengpoted waiting 13 minutes at the DHA. This
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Table 16: Waiting T ime at DHA for Non-Citizens (in Minutes)
Waiting Time Minimum Maximum Mean
Western Cape 3 85 17
Eastern Cape 1 45 11
Northern Cape 1 30 7
Gauteng 1 105 12
KwaZulu-Natal 1 105 15
Limpopo 1 45 16
Mpumalanga 1 65 17
North West 1 45 7
Free State 1 45 10
National 1 105 13
was elatively consistent at Bder Posts, wherthe mearepoted wait
ing time was 10 minutes, and at Airpgrwhee it was 12 minutes.
Customers werasked how long they westold they would have to
wait for their equest to be @cessed. Most South Africans weold
that they would have to wait 2 — 3 months (38%), or that thgirast
would be pocessed on the same day or within one day (26%). The
majority of citizens applying for identity documents (61%) eviald
they should expect to wait 2 — 3 months, asewbe majority of citi
zens applying for passgsr(59%) (&ble 17). A majority of citizenseg
istering biths (47%), deaths (61%) or miages (43%) wex told that
their request could be pcessed on the same daywithin one day
However this indicates that even in thegisty of births, deaths or
marriages, 39-57% of citizens would need &un to the DHA for a
subsequent visit.
Table 17: Citizen W aiting T imes for Requests to be Processed by the DHA
Request Same 2 days |2 weeks |3 weeks [1 month |2-3 4-6 6-12 1-3 No time
dayorl |tol (%) (%) (%) months | months months |years  |given
day (%) |week (%) (%) (%) (%) (%) (%)
Identity 9 2 3 2 4 61 7 2 <1 2
documents
Passport 12 7 6 3 3 59 2 <1 - 1
Register 47 5 13 4 7 12 2 <1l - 2
birth
Register 61 3 4 - 4 15 <1 <1 - 2
death
Register 43 4 9 - 4 26 - 2 - 4
marriage
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Non-citizens weg also asked how long they veetold they would
have to wait for theiraquest to be jpcessed. Because 41% of non-citi
zens wee interviewed at Bater Posts and 44% at Airgerand wee
seeking immediate entrinto South Africa, half of allaspondents felt
this question was “Not Applicable.” A ftlrer 30% of non-citizens
responded that theiequest would be pcessed on the same day
within one day However Table 18 highlights that applicants for
Pemanent Residence anticipated atipalarly long wait for their
results to be rcessed. For-four pecent (44%) of the non-citizens
seeking penanent esidence had been told to expect a wait of 2-6
months, although the DHA advises an expectedgressing time of
appioximately 30 days.

Customers weralso asked about how satisfied theyaweith their
visit in tems of a number of indicators: the amount of time spent at the
office, the total length of time taken toogess theaquest, the level of
sewice received, and overall customer experience eHtree wee
high levels of satisfaction amongst citizen and non-citizens alike. First,
84% of citizens wer satisfied with the length of time they had spent at
Home Affairs on the day of intefew and this waselatively consistent
across race gups. Citizens wer most satisfied in the ¥éten Cape
(94%) and least satisfied in Mpumalanga (68%). Also, citizens inter
viewed at Serice Points (70%) werless satisfied than those inter
viewed at Airpots (97%), Boder Posts (90%), District @fes (88%)

Table 18: Non-Citizen W aiting T imes for Requests to be Processed

Purpose Same |2 days |2 weeks|l month [2-3 4-6 6-12 No time [Not

of visit day or1fto 1 (%) (%) months |months |months |given app.
day (%) |week (%) (%) (%) (%) (%) (%)

Holiday 28 <1 <1 <1 - - <1 6 57

Visit friends 41 3 5 2 3 - 3 4 33

or family

Shopping 54 - - - 4 1 3 4 29

Study 22 14 16 5 3 3 - 3 30

Temp or 22 6 3 - 16 - - - 44

contract work

Permanent 19 4 - 6 4 2 - 6 46

work

Business 46 1 2 - 2 - - 1 40

Job-seeking 30 - 2 2 2 2 - 4 47

Permanent 20 - 17 7 27 17 - 3 10

residence

In transit to 17 1 - - - - - <1 82

somewhere else
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and Regional Gices (82%).

Amongst non-citizens, 92% wesatisfied with the length of time
they had spent at Home fairs that dayAlthough satisfaction was
highest amongst White (99%) and Asian (99%) non-citizens, it was
also high amongst Blackspondents (87%). Theewvas some variation
in non-citizen esponses agss povinces, with those inteiewed in the
Northem Cape (100%), ¥sten Cape (99%) and Nibr West
province (98%) most satisfied and those wiawed in KwaZulu-Natal
(72%) and the EastetCape (77%) least satisfied. Non-citizens inter
viewed at Airpots (97%) and Baler Posts (92%) weralso mar satis
fied than those intgiewed at District Ofices and Regional @des.

Second, customers veeasked how satisfied they wewith the
length of time it had taken for the DHA toopess theirequest. Again
a high pecentage of citizens (81%) answdrthat they wer vey satis
fied or satisfied. Black (78%) and White (78%) citizensensymewhat
less satisfied with the time taken than Coéali(90%) and Asian
(86%) respondents. Once again, tharee differing satisfaction levels
between povinces. Citizens wermost satisfied in the Nbern Cape
(95%), which had a lower average waiting time than most other
provinces, and the ¥éten Cape (92%). Citizens weteast satisfied in
Mpumalanga (65%). Once again, citizenseveey satisfied with wait
ing times at Airpats (98%), somewhat less satisfied atd®@oPosts
(88%) and District Cffices (84%), and least satisfied at Regiondld@s
(76%) and Seice Points (69%).

Over 90% of non-citizens wersatisfied with the length of time it
had taken for the DHA to pcess theirgquest. Non-citizens weteast
satisfied in KwaZulu-Natal (72%) and the East&@ape (74%), and
most satisfied in the Néhen Cape (100%), \&sten Cape (99%) and
North West Povince (95%). Non-citizens weemore satisfied with
waiting times at Airpats (97%) than at Bder Posts (93%) and
District Offices (87%), and least satisfied at Regiondld@é (63%).

Third, customers wer asked about their satisfaction with the level of
sewice they eceived on the day they veeinteviewed. Responses to
this question wex largely positive. Amongst citizens, 87%poted that
they wee vey satisfied or satisfied with the level of gee they had
received, with little variation agss race goups. Citizens intefewed in
Mpumalanga (77%) werleast satisfied, wheas citizens in the
Northem Cape (95%) and #¥ten Cape (95%) wermost satisfied.
Again, citizens interiewed at Airpots (98%) wee the most satisfied,
compaed to those at Bder Posts (92%), District @fes (89%),
Regional Ofices (85%) and Seice Points (82%).

An even higher peentage of non-citizens (92%) wesatisfied with
the sevice received fom the DHA on the day they wemterviewed.
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Levels of satisfaction wermaginally lower amongst Black non-citizens
(89%) than amongst Asians (100%) or Whites (99%). Non-citizens in
KwaZulu-Natal (73%) wer least satisfied with the séce they

received. Howeveiconsistent with the citizen sample, non-citizens
were most satisfied in the Nbern Cape (100%) and &dten Cape
(99%), as well as in the Ntr West Povince (98%). Again, non-cii
zens inteviewed at Airpots (98%) and Baler Posts (94%) wemoe
satisfied than those at District fiaks (73%) or Regional @€es (70%).

Finally, customers werasked how satisfied they weewith their
overall experience at the DHA on the day of the wigay, and some
85% of citizensesponded that they wefsatisfied” or “vey satisfied”,
with little variation accating to race. Citizens weronce again least
satisfied with overall seice in Mpumalanga (72%), and most satisfied
in the Westen Cape (94%) and the Nbem Cape (92%). Citizens
were again much mer satisfied with the seice at Airpots (99%) than
at Boder Posts (89%), District @fes (87%), Regional @tes (83%)
or Sewice Points (79%).

Amongst non-citizens, 92%ypoted that they wer satisfied or vegr
satisfied with their overall experience at the DHA. This was again high
er amongst Asian (100%) and White (99%) non-citizens than amongst
Black (89%) non-citizens. Consistent with the other findings@nted,
non-citizens wer most satisfied in the Nilbem Cape (100%), \&sten
Cape (99%) and Ntr West Povince (98%), and least satisfied in the
Easten Cape (71%) and KwaZulu-Natal (73%). Finatlgn-citizens
were moe satisfied with their overall experience at Aitpd®©8%)
than at Boder Posts (92%), District @¢es (80%) and Regional
Offices (72%).

OrFiciAL AND CUSTOMER P=RCEPTIONSOF CURRENT DHA PERFORMANCE

34

In terms of the DHAs curent peformance, customers andiofals wee
asked whether they appred of the way the Depanent had pdormed
its job over the past twelve montfdt is impotant to note that while
the fieldwork was taking place, thasfharound Strategy had been oper
ational for eight to nine months. Amongsfiofls, 71% appoved of
the way their dfice had pdormed its job. Appval rates weg slightly
higher amongst White @tials (78%) than Black (71%) and Coledr
(63%) oficials, and wes paticularly low in Gauteng (45%) in compar
ison with all other prvinces (60-85%).

Satidaction with DH A performance over the last year wasvery high
amongd both dtizens(79%) and non-citizens(85%). Black (77%) and
White (78%) citizens were dichtly less approving of DHA performance
than Coloured (85%) and Asian (80%) citizens and approvd rates were
lowest in Limpopo (66%) and highes intheWesten (8%%) and



MiGRrATION PoLicy SERiIESNoO. 41

Northen Cagoe (83%). Amongst non-dtizens, Black respondents (83%)
wele dightly less gpproving of DHA performance over the pag year than
Asian (92%) and White (91%) non-citizens. Non-dtizen approval rates
wete lowest in Limpopo (71%) and KwaZulu-Natal (76%), and highest
in the Westem Cape (98%) and the North West Province (92%).

Second, customers veeasked how satisfied they wewith the ser-
ice they had eceived fom the DHA in the past. Once again, satisfac
tion levels wee vel high amongst South African citizens (80%), and
even higher amongst non-citizens (90%). Asians (88%2 weginally
more satisfied than Coloed (82%), White (81%) or Black (79%) eiti
zens. Once again, citizens in Limpopo (67%)eveast satisfied with
past serice and citizens in the ¥gten Cape (88%) and the Nbem
Cape (88%) most satisfieduring to the non-citizens, in spite of high
rates of apmval overall, Black (85%) non-citizens veeslightly less sat
isfied with the serice they hadeceived in the past comeal with
Asian (91%) and White (94%) non-citizens. Non-citizenseneast
satisfied in KwaZulu-Natal (78%) and most satisfied in thestah
(98%) and the Nanem Cape (94%).

Officials wee also asked how satisfied they wewith how well the
office they worked in mcessed cases and applicationseHeficials
had a satisfaction rate of only 64% nationwide. C@du53%) ofi-
cials overall wee less satisfied than Black (66%) and White (63%) of
cials. Futher, officials wer less satisfied with theqmessing of cases and
applications at Regional @¢tes (52%) and District @€es (57%) than
at Airports (73%), Boder Posts (79%) and S&e Points (85%). Only
35% of oficials were satisfied with seice delivey in the Easter Cape,
compaed to a high of 85% in Limpopo.

Third, respondents werasked how often they felt customersaive
fast esults when dealing with the DHA. Responseg lvegge less posi
tive, with only 53% of citizens and 66% of non-citizeesponding that
they felt customerseceived fastesults either all or almost all of the
time or most of the time. Citizens vecleast likely to@spond positively
in the Noith West povince (42%) and Mpumalanga (43%), and most
likely in the Nothem Cape (63%) and the d& State (60%). Citizens
inteviewed in Regional Qices (47%) wez less positive than those at
Sewice Points (56%), District @ites (58%), Bader Posts (58%) and
at Airports (65%).

Amongst non-citizens, Black (59%®3pondents werless likely to
answer that customersaeived fastasults than Asians (78%) and
Whites (71%). Difering flom the citizen sample, non-citizens inter
viewed in the EasterCape (45%) and KwaZulu-Natal (47%) wer
least likely to feel that customersaeive fastasults and most likely in
Gauteng (75%), the Ntir West Povince (70%) and the Nibern
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Cape (70%). Finallynon-citizens intefewed at Airpots (73%) and
Border Posts (61%) wemoee likely to feel that customersgeive fast
results than those intéewed at Regional (41%) or District (40%)
offices.

Similar to the customer sample, only 65% dfaidils felt customers
receive fastesults and this varied little between raceugs. However
officials inteviewed at Regional @i€es (52%) wex much less likely to
answer that customersaeive fastasults than those intéewed at
District Ofices (63%), Sesice Points (73%), Baler Posts (79%) and
Airports (82%). Also, diicials in the Easter Cape (45%) wermuch
less likely to answer that customeeseive fastesults than those inter
viewed in all other mvinces (60-85%).

Fourth, respondents werasked if they felt the DHAdated cus
tomers in a fair wayDespite the high levels of overall satisfaction with
DHA sevices, responses to this question wenoe malerate, with
only 59% of citizens and 68% of non-citizeesponding positively
Amongst citizens, Whites (68%) and Coleds (63%) wer moke likely
than Blacks (56%) and Asians (57%) to answer positi@Giizens
were less likely toespond that DHA customerseateated fairly at
Sewice Points (54%) and at Regionalfioés (55%), and merlikely at
Airports (63%), District Ofices (63%) and Bater Posts (66%). In
addition, citizens wer most likely to answer that customers eveeated
in a fair way in the Nathen Cape (78%), and much less likely in
Mpumalanga (51%), the &8ten Cape (52%), the Ntr West
Province (54%), Limpopo (54%), and Gauteng (55%).

Non-citizens wee somewhat merpositive than citizens, with 68%
responding that customerseateated fairly all or most of the time.
Black non-citizens (60%) werless likely than White (77%) and Asian
(78%) non-citizens to answer positivelNon-citizens in KwaZulu-Natal
(49%), the EastarCape (51%) and Limpopo (52%) wdess likely to
answer that customerseateated fairly Once again, non-citizens irter
viewed at Airpots (71%) wesg most likely to feel customers weteat
ed fairly and those inteilewed at Regional @ites (52%) least likely to
feel that way

The views of diicials were moe positive than those of citizens and
non-citizens, with 77% indicating that they felt customerewreated
fairly by the DHA. The lowest pportion of positive esponses was in
the Nothem Cape (60%), and the highest in the tRdAest Povince
(84%) and Mpumalanga (90%). Once agaificials in Regional
Offices (66%) wer much less likely than those in DistrictfiCds
(76%), Boder Posts (79%), Airpts (82%) and Seice Points (96%)
to respond that customers wedreated fairly

Finally, respondents werasked how @itient they thought the DHA
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was at the msent time. Responses amongst customers axdremely
positive, with 82% of citizens and 91% of non-citizezporting that
they felt the DHA was éitient. Within the citizen sample, little dir-
ence was evident amss race grups or aass ofice types, although ci
zens inteviewed at Airpots wee moe likely to concur However per
ceptions of the ditiency of the DHA did var acoss povinces, with
citizens most likely to@spond positively in the Nibrem Cape (92%)
and the Wésten Cape (90%), and least likely in Limpopo (73%).

Non-citizens also felt the DHA was eatnely eficient overall,
although Black (87%) non-citizens veemaginally less likely than
Whites (95%) and Asians (95%) to agr Non-citizens intefrewed at
Airports (95%) and Bader Posts (90%) wemoe likely to respond
positively than those at District fifes (80%) and Regional f2ks
(70%). In addition, non-citizens weetess likely to agre in the Easter
Cape (75%) and KwaZulu-Natal (77%), and most likely in tlestén
Cape (98%), the Ntn West Povince (94%), Gauteng (92%) and the
Northen Cape (92%).

Officials wee slightly less confident in the fidiency of the DHA
than their customers, with just overediquaters (78%) esponding
that they felt the DHA was fi&dient at the pesent time. White @tials
(67%) were much less likely to feel that the DHA idigent than
Coloued (79%) and Black (81%) fidials. In contrast to most other
findings, oficials at Airpots (64%) wee less likely to espond that the
DHA is efficient than those inteiewed at District Gfces (72%),
Regional Ofices (77%), Baler Posts (85%) and Sére Points (89%).
Finally, ofiicials were least likely to answer positively in Gauteng (65%)
and the Nath West povince (68%), and most likely to answer this way
in the Eastar Cape (95%).

PasT, PRESENTAND FUTURE DHA PERFORMANCE

Paticipants wee next asked a number of questions comparingecur
Depatmental peformance to that under apheid. First, espondents
were asked whether they felt the DHA was moorupt now than
under apatheid. The esponses to this question amongst customees we
complicated by high rates of “DonKnow” responses: 25% of citizens
and 34% of non-citizens. An additional 21% of non-citizens felt the
guestion was not applicable to theral{lE 19). Some 39% of citizens
felt the DHA was less caipt now than under apidueid, 19% felt it
was moe corupt and 14% felt it hacemained the same. Amongst
non-citizens, 29% peeived the DHA to be less gapt now than
under apaheid, with only 9% feeling it was mercorupt.

Many officials (21%) stated they did not know whether the DHA
was moe or less caupt now than under agheid. However 42% of
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officials stated that the DHA is now necorupt than under aptreid,
18% that it had stayed the same, and only 19% that it is lesgpicor
today This peception waselatively consistent agss race grups

(Table 19).
Table 19: Corruption Now Compared to Under  Apartheid

Citizens (%) Non-Citizens (%) Officials (%)

Black ISOIOL”_ Asian |White |[Black [Colour-|Asian |White |Black | Colour-|Asian | White

d ed ed

More 19 18 18 20 9 n 3 4 43 37 - 44
The 12 11 P9 20 7 17 9 9 15 21 50 26
same
Less 39 48 18 31 29 33 30 28 19 26 - 15

Don't 25 21 D9 24 34 33 31 34 22 16 50 15
know

Not app. |4 2 il 5 20 6 27 24
Total n = n = h = n = n= n=18|n=77 |In= n= n=19|n=4 |n=27
1616 [214 p1 233 |656 225 126

Second, espondents werasked if they felt the DHA tay is now
more eficient than it was under agheid. A majority of South African
citizens felt that the DHA is now meficient than under aptreid
(64%), while 11% felt it had stayed the same and 12% felt it was less
efficient now Blacks (65%) and Coloeds (72%) wex moe likely
than Whites (52%) and Asians (49%) to feel that the DHA i mor
efficient today (Table 20). Amongst non-citizens, a majority also felt
the DHA was mag eficient now (48%), compad to only 5% who felt
it was less dicient (Table 21).

Table 20: Efficiency of the DHA According to Citizens

Efficiency Black (%) Coloured (%) |Asian (%) White (%) Total (%)
More Efficient 65 72 49 52 64

The same 10 10 28 18 11

Less Efficient 12 10 14 11 12

Don’t Know 10 6 8 13 10

Total n = 1607 n=213 n=>51 n =227 n = 2098

About half of the dicials inteviewed felt the DHA was mereffi-
cient now than under agheid, 16% felt it hadeamained the same,
and 16% felt the level of &€iency had declined. Themwas a distinctly
more positive outlook amongst Black (54%iofals (Table 22).

The suwey indicated that a majority of citizens, non-citizens and
officials feel that the diciency of the DHA has immved since
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Table 21: Efficiency of the DHA According to Non-Citizens

Efficiency Black (%) Coloured (%) |Asian (%) White (%) Total (%)
More Efficient 49 67 51 43 48

The same 5 11 4 6 5

Less Efficient 7 6 - 2 5

Don’'t Know 20 11 18 24 20

Not Applicable 20 6 27 25 21

Total n = 644 n=18 n=71 n =222 n =955

Table 22: Efficiency of the DHA According to Officials

Efficiency Black Coloured Asian White Total
More Efficient 54 53 25 17 49

The same 12 26 50 30 16
Less Efficient 14 11 - 30 16
Don’'t Know 19 11 25 22 18
Total n=124 n=19 n=4 n=23 n=178

apatheid, and that levels of coption have declined &ble 23). That
said, the parentage ofgspondents who said the DHA is mdustwor
thy today than under aptireid was mderate to lowranging only fom
41-54% aanss the enter sample. Haz, thee is a clear indication that
work can be done to impre customer and bEial confidence in the
Depatment. Similarly in spite of a majorityasponse that the DHA is
more eficient today than under apghaeid, 36-48% did not detect a
notable impovement in diciency, felt levels hadeamained the same, or
had worsened. Responses to the BHével of coruption talay com
pard to apatheid differed somewhat: while citizens and non-citizens
were moe likely to think the DHA is less ampt now than apéneid,

a majority of oficials felt the Depament is moe corupt taday

Further, although the majority of citizens (39%) and non-citizens (29%
indicated that cauption is lower talay than under agaeid, these
rates epresented eefatively low pecentage of the overall sample
(Table 23).

Officials wee also asked if they felt the management of the DHA
was moe, or less, competent now than under tqedd. Despite anoth
er high pecentage of non-committa¢sponses (18%), mosfiofals
(49%) responded that DHA management is encompetent way
than under ap#reid, while 18% felt it was the same and 15% felt it
was less competent. HoweyvBfack (53%) and Coloed (53%) ofii-
cials wee much moe likely to think that DHA management is meor
competent tday than White (17%) &€ials.
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Table 23: DHA Performance Now and Under Apartheid

DHA Corrupt Trustworthy Efficient

today Citizens |Non- Officials |Citizens |Non- Officials |Citizens |Non- Officials
(%) citizens |(%) (%) citizens |(%) (%) citizens | (%)

(%) (%) (%)

More 19 8 42 54 43 41 64 48 49

The 14 8 18 17 7 25 n 5 16

same

Less 39 29 19 13 7 16 12 5 16

Don't 25 34 21 12 22 17 10 20 18

know

Not 4 21 - 4 21 - 4 21

app.

Total n=2105 [n=978 |[n=175 |n=2114|n=978 [n=178 |n=2112 [n=976 |n=178

GRIEVANCE PROCEDURESAND REDRESS

Customers and fi€ials were then asked about their knowledge and use
of grievance pocedues as a potential means efless when @blems
with sewice delivey are experienced. Some 70% oficibls wee awae
of a formal grievance mrcedue available to DHA stéfand 72% of a
complaints pocedue for the public. White ditials were moee likely to
be awae of both grievance picedues for DHA stdf(89%) and com
plaints pocedues for the public (85%) than Black and Coledrofi-
cials. Futher, in the EasterCape, only 10% of &€ials were awae of
grievance pocedues for DHA stdf compaed to 60-90% of dicials in
other povinces. Only 10 dicials in the Easter Cape (50%), 11 &f
cials in the Nah West povince (58%), and 12 fiials in Gauteng
(60%) wer awae of complaints mrcedues for the public, compad to
70-90% in other mvinces.

However only 5% of citizens and 3% of non-citizens had ever
actually ladged a complaint. Complaints made coneédrdelays in
sewice, poor customer sgce, loss of documents, or an inaeat or
problematic esult of an application. Amongst non-citizens, complaints
cented on delays in seice, poor customer sgce and discrimination.

MiscoNDucT AND CORRUPTIONAT THE DHA

he media is rife with tales of aoption at the DHA. Despite
the sensitivity of the topic, the issue was added in the
SQS. Ofcials were first asked how competent they felt the
management of the DHA isday The majority of dicials
(73%) described it as competent but nearly onetguéelt that curent
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management is incompetentfle 24).

Table 24: Competency of DHA Management According to Officials

Competence Black (%) Coloured (%) |Asian (%) White (%) Total (%)
Competent 74 68 75 70 73
Incompetent 23 26 - 30 24

Don’t Know 4 5 25 - 4

Total n=129 n=19 n=4 n=27 n=179

Officials and customers werthen asked about their level aigrin
the DHA. Customeraspondents werasked how much of the time
they felt they could wst the DHA to do what is right. Amongst <iti
zens, just over half (54%) felt the DHA could bested most of the
time or almost always. Herthee was little diference by race. While
the confidence expssed in changes since the end of tygad indi
cates a vote of faith in the ability of the Detpaent to impove, the
suwvey esults show definiteoom for developing sbnger and moe
trusting, elationships with customers ass all racial grups (Bble 25).

Table 25 : Level of Customer T rust in DHA
Trust Citizens Non-citizens
Black Coloured |Asian \White Black Coloured |Asian White
(%) (%) (%) (%) (%) (%) (%) (%)
Almost always |16 16 10 11 13 22 8 10
Most of the time |37 39 45 48 36 33 56 58
Only some of 31 33 20 29 31 22 29 20
the time
Never 13 8 22 7 11 6 3 3
Not applicable | - 2 <1 <1 - - <1
Don’t know 3 3 2 4 8 17 4 8
Total n=1608|n=213 |n=51 n=229 |n=645 |n=18 n=72 n =222

Responses to the question oftrwele comparable in the non-eiti
zen sample, with 54% oéspondents answering that they felt they
could trust the DHA most of the time or almost alwayal{€ 25).
However responses diéred amongst race gups moe significantly
Whites (68%) and Asians (64%) weanuch moe likely to indicate
trust in the DHA compaad to Blacks (48%). Therwee additional dif
ferences accding to region of origin: 13% of SoutherAfricans and
9% of Africans fom outside theegion felt the DHA could never be
trusted, compad to 0-4% of espondents ém all other egions. High
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percentages of non-citizensofn North America (74%), Ewpe (60%),
Asia (64%), Central and South America (79%), and Australia and
New Zealand (80%) felt the DHA could beidted, compad to 50%
of Southen Africans and only 43% of Africansdm outside theeagion.
The lack of tust aticulated by Africans is p#cularly worisome.
Southen Africans, in pdicular, ae by far the lagest forign users of
South African DHA serices. Amid ongoing conaas over illegal entr
into South Africa and attempts to ingpe boder contols, the lack of
trust aticulated by migrants &m the egion may ultimately impede
efforts to stengthen migration management.

Officials were also asked how much of the time they felt they could
trust the management of the DHA. Half of thicadls felt they could
trust the management of the DHA always or most of the time.
However thee was again variation by racegp, with Black (47%)
and Coloued (47%) oficials less tusting than White dicials (63%).
Further, although a majority of Blackfidials (44%) felt the DHA is
now moee trustwothy than under apéhreid, 10% felt they could never
trust DHA management.

Finally, respondents werasked how manyfafials working in the
DHA were engaged in cauption. Amongst the citizens, non-committal
response rates weextemely high at 29% @ble 26). The highest per
centage of citizenaspondents (37%), felt that only a few or sonfie of
cials were engaged in cauption. Non-committalesponses wereven
higher in the non-citizen sample (35%).

Table 26: Customer Perceptions of Officials Engaged in Corruption
Corrupt Citizens Non-Citizens
Black Coloured |Asian \White Black Coloured |Asian White
(%) (%) (%) (%) (%) (%) (%) (%)
Almost all 2 <1 4 3 3 - - <1%
Most 7 7 u 11 5 - 3 4%
Some 35 45 29 44 35 28 31 43%
Almost none 27 23 29 16 23 33 24 14%
Don't know 30 24 33 26 34 39 40 38%
Total n=1608|n=213 |n=51 n=229 |n=645 |[n=18 n=72 |n=222
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Officials were also asked how many members of the DHA they
believed weg involved in coruption. Similar to the citizen and non-
citizen samples, mosespondents (47%) felt that a few or sonfeials
were engaged in couption. Howevera much higher peentage of di-
cials (19%) epotted that most or a lot of DHA sfade involved in
corruption. This is significant, as it suggests nearly one in fifieiab
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perceives camuption to be pevalent in the DHA, compad to much
lower numbers of customers. Whitdicitils (37%) wee moe likely
than Coloueds (11%) or Blacks (16%) to answer that a lot &i€tiads

were involved in coruption.

TOLERANCEOF CORRUPTIONA MONGST OFFICIALS AND CUSTOMERS

Beyond boader views of competenayisconduct and couption in the
DHA, the suvey aimed to measeigeneral tolerance of coption
amongst customers andicifls. A series of scenarios describing “cor
rupt” exchanges between civil sants and members of the public eer
presented. Respondents weaasked to give their opinion on whether
these exchange wet'Not wrong”, “Wrong but understandable” or
“Wrong and punishable.”

The first scenario msented toespondents was “if a publicfafial
accepts a gift &m a citizen as apeciation for something that thefief
cial has done for the citizen as paf his or her job.” Customers veer
highly tolerant of this sorof exchange, with 36% of citizens and 48%
of non-citizens epoting that the acceptance of a gift in theseuir
stances was not wmg. While 43% of citizens and 31% of non-citizens
found this exchange to be evrg and punishable, a foer 20% of citt
zens and 21% of non-citizens felt itamg but understandable. Results
were comparable amongsfiofals: although a significantly lower per
centage (15%) stated that the exchange was “rarighr a higher per
centage (44%)) felt it was wng but understandable, while 42% felt it
was wiong and punishable.

The second scenario was: “a publifi@él demands a favour or an
additional payment beferthe oficial peforms a sevice that is parof
his or her job.” Customers weemuch less tolerant of this situation,
with 89% of citizens and 88% of non-citizens finding thisdmg and
punishable.” Nonetheless, 9% of citizens and 11% of non-citizens still
found the demanding of favours or bribes to be@ghbut understand
able behaviour amongst public w@nts. In contrast, 98% of fifials felt
that the demanding of favours or extra payments wasigvand punish
able.

Third, respondents werasked about a situation in which “a public
official hires a friend or someon@in his/her family for a govament
job who does not have adequate qualifications.” Once again, non-
citizens wee maginally moe tolerant, with 82% stating that it was
wrong and punishable compdrto 92% of citizens. Similar to the eiti
zens, 94% of difcials felt the nepotism described waong and
punishable.

Fouth, respondents werasked toaspond to a scenario wieeta
civil servant deposits someosajovenment pension in his or her own
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bank account.” Therwas unifomly low tolerance for this kind of
action, with 94% of citizens, 90% of non-citizens and 93% fifiafs
finding the scenario vang and punishable.

Finally, respondents werasked whether or not they thought it was
wrong if a “customer dérs a public dicial a gift or ‘tip’ to make his or
her application go a little fastéiResponses werconsistent aoss the
customer sample, with 78% of citizens and 76% of non-citizpmty
ing that this would be vang and punishable. A filmer 16% of citizens
and 17% of non-citizens feltfefing an diicial a gift or tip was wong
but understandable. Only 6% of citizens and 5% of non-citizens felt this
would not be wong at all. Amongst &€ials, 87% felt that a customer
offering a gift or tip to hasten an application would bergrand pun
ishable.

Figure 5: Responses to Corruption (% stating activity is wrong)
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OrFFIcIAL PERCEPTIONSOF CORRUPTION
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To gain a better understanding of opinions about misconduct and cor
ruption amongst DHA employees fiofals wele read a series of four
statements and asked if they egnl or disagred with each.

The first statement was: “Govenent oficials ae so poorly paid
that they have no choice but to ask people for extra payments.” Sixty-
one pecent of oficials disageed with this statement, while 34% egd
that oficials have no choice but to ask people for extra payments
(Figure 6). Employees of the DHA with a shduration of setice wee
more likely to agee than their countergarwho had worked at the
DHA for longer.

Second, dicials were asked whether or not they felt that “extra-pay
ments and favoursdm customers make gomerent work moe efi-
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ciently” Here, 81% disagred and 15% aged. Thee was little varia
tion in the esponses of §itials by race. Howeveb of 20 oficials inter
viewed in the Nahem Cape (30%), 5 in KwaZulu-Natal (25%), 5 in
Gauteng (25%) and 4 in Limpopo (20%) egd compad to only 1 or
2 in all other povinces.

Third, officials wele asked if they aged that “the coming of democ
racy has in@ased the amount of coption in our govenment and
society”. Inteestingly 34% thought that cauption had inaased while
49% disageed. White dficials (41%) wee only slightly less likely to
disagee with the statement, than Black (50%) or C@dy#7%) ofi-
cials.

Finally, ofiicials were asked whether they agrd that “ther ae
many moe impotant things to wary about other than whether public
officials are making a little extra money on the side.” The majority of
officials (68%) disageed with the statement, while 25% esegt. White
officials (85%) wee slightly moe likely to disagre than Black (64%)
and Coloued (74%) dficials.

Figure 6: Tolerance of misconduct and corruption amongst officials
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ExPERIENCESWITH CORRUPTION

The esults pesented above indicate that a majority of citizens feel tha
only a few DHA oficials are engaged in cauption, and that levels of
corruption ae peceived to be lower now that under d@perd. In addi
tion, a majority of espondents felt they couldist the DHA to do

what is right always, or most of the time.
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The suwvey also tested whether peptions about the levels of eor
ruption at the DHA diered flom actual customer experience.
Respondents werasked whether they themselves, or anyone in their
immediate family had ever been asked by a Honfeiifoficial to pay
for a sevice that should have beemwdt or to give them a gift or do a
favour In response, 97% of citizens and 96% of non-citizesganded
that they had never been asked for a bribe, gift or faFifteen citi
zens (4%) in KwaZulu-Natal and 14 (5%) in Gauteegponded that
they, or someone in their immediate famihad been asked for a pay
ment, gift or favour compad to only 1 to 7espondents in all other
provinces. Amongst non-citizens, the highest numberssgandents
repoting that they had been asked by afic@l to paticipate in cor
rupt activities wee in Gauteng and the é& State.

Customer espondents werthen asked whether they anyone in
their immediate familyhad ever paid money to Homefaifs officials,
given them a gift or done them a favour iderto obtain any of the
following: identity documents, kiih cettificates, death céficates, trav
el documents, avoid punishment for overstaying visa, avoid thejmm
or repatriation, efugee status, asidence or work pemit. Between 98%
and 99% of citizens and non-citizerepoited that they had never done
so. On the sdace, these findings @positive, and confin the hypothe
sis that peteptions of the mvalence of couption ae likely to be moe
widespead than actual instances ofregation. Howeverthe possible
unwillingness of@spondents to implicate themselves imaotr activi
ties must also be consiadst.

Officials were also asked about their éat experiences with miscon
duct and cawuption while employed at the DHA. First fiofals wee
asked whethein the past yeathey had hedrof someone employed in
their office who had been tdred a bribe or favoutn response, 62%
had not while a fuher 19% had hedrof only “one or two” people who
had been déred a bribe or favouRepots wee highest in the e
State (60%), KwaZulu-Natal (55%) and thesén Cape (55%), and
lowest in the Nahem Cape (10%) and the NbrWest Povince
(11%).

Officials were asked if they themselves had bedarefl a bribe or
favour in the past yeaor if they had withessed someongpoh bribe or
favour to another ditial. The majority of espondents (84%) stated
that they had not beenferfed a bribe or favour or witnessed another
official being ofered a bribe or favouwith a futher 7% stating that
this had occued only “once or twice”, 6% that this occed a “few
times” and 2% that it occred often.

Interestingly although some citizens and non-citizezported being
asked to pdicipate, and actually ptcipated, in caupt activities in
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Gauteng, 90%easponded that they had never bedered a bribe or
favour personallynor had they seen anyonéeofa bribe or favour to
another oficial. Similarly, while numbers of citizengported being
asked to pdicipate in acts of cauption in KwaZulu-Natal, 90% of &f
cials stated that they had never bedered a bribe or favour personal
ly, nor had they seen anyondenfa bribe or favour to anotheffioifal.

In contrast, 25% of the fifials in the Easter Cape epotted that they
had witnessed bribgror coruption.

Officials were then asked whethen the past yeathey had hedr
of anyone employed in their fade accepting a bribe or favourhree-
quaters had not, and 13% had rekaf “one or two” people. However
87% of oficials had never seen anyone in theifiad accept a bribe or
favour in the last yeaOfficials were most likely to espond in the &f-
mative in KwaZulu-Natal (40%) and theelerState (35%).

Officials were asked if they had dictly withnessed any of the follew
ing in the past five years, or since they had worked for the DHAgchar
ing fees for fee sevices, theft of publicasouces, nepotism (awding
jobs or contracts tcetatives) or political pathage (awating jobs or
contracts to political allies). Between 86% and 88% 6€iafs eported
that they had not witnessed the gjireg of free serices, theft of public
resouces or political pathage in the last five years, or since they
began working for the DHA. A higher pemtageepotted that they
had directly withessed nepotism within the DHA (23%) in the past five
years.

Instances ofeported nepotism wer extemely high in Gauteng,
where 60% esponded that they had elitly withessed the awding of
jobs or contracts tcefatives.

RePcrRTING MiscoNnDucT AND CORRUPTIONAT THE DHA

Customers werasked whetheif they wee to come aass coruption
or misconduct at the Degarent of Home A#irs, they would be likely
to repot it. Responses to this question e@onsistent aoss both the
citizen and non-citizen samples, with 89% oftjgg§pants in each case
responding that they would be likely tepiot corruption (‘Bble 27).

Table 27: Customer Likelihood of Reporting Corruption

Reporti_ng Citizens Non-citizens

corruption Black Coloured |Asian \White Black Coloured [Asian White
(%) (%) (%) (%) (%) (%) (%) (%)

Likely 87 94 98 93 88 94 91 91

Unlikely 13 6 2 7 13 6 9 9

Total

n=1569|n=210 |n=49 n=225 |n=625 |[n=17 n=70 |n=222
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In addition, ofiicials wee asked whether or not they agd with a
series of five statements measuring their likelthéo repot corruption.
The first of these statements was: “It is geaes personalasponsibil
ty to repot misconduct and carption in his or her workplace”, with
which a lage majority of oficials agreed (94%) (Figwe 7).

Figure 7: Reporting Misconduct and Corruption amongst Officials
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It is eveyone’s  If I repoted corup- Most oficials You should eport If | reported corup-

responsibility to tion something would would eport coruption whether tion no one would

report corruption be done coruption it affects you diect intimidate me
ly or not

The second statement focused on DH&ponse to couption
repots: “If | were to repot misconduct or cauption to someone in the
Depatment of Home Afairs | am confident that something would be
done about it.” While the majority offafials (75%) ageed that some
thing would be done by the DHA, a significant minority (17%} dis
agreed. White dicials (33%) wee moe likely to disagee that some
thing would be done than Black (15%) or Cobali{5%) oficials.

Third, oficials were asked whether or not they egg that “Most
govemment oficials would epot acts of misconduct or camption if
they wee awae of it.” Here again, a majority oespondents (73%) felt
most oficials would epott misconduct or cauption, while 20% dis
agreed. Once me; lesponses im White oficials reflected some skep
ticism on the wstwothiness of the DHA.

Foutth, official respondents werasked whether or not they egn
with the statement: “du should epoit misconduct or couption
regadless of whether it &fcts you diectly or not.” Consistent with the
other esults, a verhigh pecentage of dicials (88%) ageed that mis
conduct or cauption should beepoted whether or not an individual
was diectly afected by it.
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Finally, ofiicials wele asked whether or not they agd with the
statement: “If | weg to repott misconduct or couption to someone in
the Depamment of Home Afirs | am confident that none of my €ol
leagues or superiors woulg tio intimidate me.” Responses to this ques
tion differed somewhatdm the others in the series. While 60% di-of
cials ageed with this statement, a foer 33% stated that they dis
agreed, suggesting that they felt they might be intimidated by colleagu
or superiors if theyapoted misconduct or ceuption. Again confin-
ing greater skepticism about the DHA, only 37% of Whitieciaids felt
they would not be intimidated in significant contrast to the 61% of
Black and 84% of Colowd respondents.

Officials wee also asked how comfiable they would feelepoting
activities of this kind to each of the following: colleagues, immediate
superioy Section Head, dite Head, Head of Division, Head of
Depatment, the Anti-Couption Unit, the Inspection Unit, the
Intemal Audit Unit, the Labour Relations Unit, the Audi@eneral,
the Public Sevice Commission, the Publicdector the Directorate of
Public Posecutions, or the South African Policevisar. Table 28
below shows theesponses of thefafials to this question, and indicates

high levels of comfdrin repoting coruption, and confidence in irdi
viduals and institutions that could possibly addrthe mblem.
Officials wee least comfdable repoting coruption to their colleagues,
and most comfdable repoting to their immediate superior

Table 28: Comfort with Reporting Corruption

Comfortable to Report Corruption to: Comfortable (%) Uncomfortable (%)
Colleagues 65 35
Directorate of Public Prosecutions 68 32
Anti-Corruption Unit 69 31
Head of Department 70 30
Auditor-General 70 30
SA Police 70 30
Head of Division 71 29
Internal Audit Unit 71 29
Public Service Commission 71 29
Public Protector 71 29
Section Head 73 27
Office Head 73 27
Inspection Unit 73 27
Labour Relations Unit 77 23
Immediate Superior 79 21
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SOLUTIONS FOR FHGHTING MiscoNDUCTAND CORRUPTION

In the last of the questions on misconduct anduption, oficials wee
given a number of possible ways to fightragtion and asked how
effective they felt these might be. Thesults indicate that while DHA
officials were vel confident in the déctiveness of the measarsug
gested, the solution peived to be the mostfettive was for managers
to set moral examplesoim the top (&ble 29).

Table 29: Effectiveness of Anti-Corruption Measures

Anti Corruption Measure Effective (%) Ineffective (%)
Enabling customers to access government information 80 18
Increased commitment by politicians to fight corruption 80 16
Requiring detailed information on Department spending | 80 14
Regularly rotating government personnel 81 16
Harsher sentences for those guilty of corruption 84 11
Special courts for prosecuting corruption cases 85 12
Creating more codes of conduct in government 86 12
Barring corrupt officials from office 86 9
Enabling criminal prosecutions for corruption 89 8
Devoting resources to investigating corruption 89 7
Increased legal protection for whistle-blowers 90 8
Increasing salaries of government officials 91 7
Anti-corruption hotlines 92 6
Managers setting moral examples from the top 94 4

CONCLUSIONSAND RECOMMENDATIONS

50

he results of the simey pesented in thisaport ae clearly at

odds with anecdotal evidence about the state of the DHA.

Ranging fom levels of satisfaction with sdce delivey to

perceptions egading the extent of cauption within the
Depatment, customers andfifals alike wee extemely positive in
their opinions and peeptions.

Without in any way attempting togudge the outcome of the sur
vey, all those involved in its planning and implementation, including
officials from the Depament, expected that the say would eflect a
far greater pevalence of negative pptions and experiences than it
actually did. As aesult, checks werundetaken to verify the integrity
of the data, to ensarthat erors in the fieldwork and data entvere
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minimal, and to confin that overall esults wez not skewed by
extremely positive @ésults in one or two locations. Howeytre checks
revealed that therwee no significant ppblems in tems of data collec
tion, enty or analysis. Also, while themwere some variations in
responses between specific locations angipces, as is to be expected,
these weg not suficiently substantial to skew the overadkults. In
fact, the esults a& generally consistent tmghout the countrin each
province and at each location whentewiews wee conducted. Even
more significant, is the high degg of consistency between tlespons
es of customers (both citizens and non-citizens) aficladé in each
province and in each location.

These esults frankly came as a surprise, aravigle an impotant
tool that can be used to boost morale and to change pulieptiens.
However it is impotant to attempt to analyse thesults of the suey
more closely in ater to understand why tleeis such a marked dir
ence between the widegad peception that the Deptnental serices
are “a joke”, and the contradictowiews expessed by citizens, non-eiti
zens and Depamental oficials.

The first impotant point to make is that the findings of theveyr
do not match popular mediapoting and anecdotal claims, which gen
erally suggest that the Depraent is in disaray, and that it is unable to
deliver sevices as it should. Howevehe positive eésults of the suey
suggest that negative medigpoiting on the Depament may not have
hinged on its ability to deliver saces and meet the expectations of
customers, but rather on othexcent, and highly-publicized issues such
as the contwversial passage of the Immigration Act, alleged conflict
between fomer Minister Buthelezi and his seniofioials, and a string
of cout cases challenging the Depaient on the manner in which it
was implementing aspects ofeprous immigration lawWhile these
negative epots might have contributed to the sense that the
Depatment was in crisis, it seemspiable that theris no diect core-
lation between these events, and the ability of the Dayeaut to con
tinue to deliver seices to the public. Thus, while not blaming the
media for ceating negative public opinion about the DHA, the conclu
sions drawn about the connection between the @asies suound-
ing the Depatment and levels of sace delivey and customer satisfac
tion are not corect.

While thee has been someaent mediaapotting on the lack of
adequate seice delivey in the Depament, or the mvalence of cer
ruption amongst fitials, these do not seem to have had much-influ
ence on customer pEaptions and opinions. This would suggest that
where thee is a epoted lack of sefice delivey and high levels of cer
ruption at a pdicular ofiice, this is the exception, rather than thie.r
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Second, it is impdant to note that the stey tested opinions and
perceptions on the one hand, and experiences on the other hand. For
example, customers andioifals wee asked whether they thought or
believed that the level of coiption in the Depament was high, to
which they consistentlyesponded that they did not think this was the
case. They werthen asked about their inglit and diect experiences
of coruption, which showed that wefew espondents had actually
been the victims of, or had knowledge of,rapt practices. The consis
tency between peeption and experience is a tiner indicator of the
reliability of the suvey esults, since it appears that the majority of
respondents based their opinions on their experiences, rather than on
anecdotal evidence or medigpots.

Third, the swey was conducted sthityr after the implementation of
the Tumaround Strategy commenced. The positiesuits of the suey
might suggest that while theiaround Strategy might not yet have
resulted in substantial changes in the Depant, it has had a signifi
cant impact on the attitudes and gegtions of dicials and customers
alike. While the timaround Strategy came out of a public admission by
the DirectorGeneral that the Depgarent was in a ‘scandalous’ state, it
was accompanied by a commitment ésolve the interal problems
and challenges. The implementation of thun@round Strategy also
coincided with several highly publicizedpots of officials being aest
ed and posecuted for couption:t At the same time, the Depianent
made substantial fefits to each out and engage its customers, which in
itself constituted an imptant component of theufinaround Strategy
It is possible that a combination of these factors could hesidted in a
‘tumaround’ in a shdrspace of time, even if it has beergkly limited
to attitudes and pegptions.

A fourth, and somewhat m®icynical, manner in which to integdr
and analyse the findings islated to the expectations of customers. The
argument made is that if customers have low expectatemeding the
quality of sevices to begin with, and expect that DHA &tafght be
unfriendly, uninteested and coupt, then even mginal impovements
in sewice delivey could lessen criticism, and ingue levels of satisfac
tion. A variation on this gument might be that South Africans gener
ally do not have a seice culture. In other wats, customers do not
expect, nor do they demand a high quality ofiser and ae theefore
satisfied even if seice delivey is medioce. Howeversatisfaction was
consistent amongst citizens and non-citizeos fdeveloped countries,
where expectations about sece delivey might be higher than in
South Africa, and fsm less developed countries, wheevice quality
is likely to be worse than in South Africa. Thiggament is thexfore
not suppoted by the findings of the suey
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In fact, the surey esults suggest that peps the DHA is not in
such a crisis in tens of sevice delivey, customerelations, stdfatti-
tudes and morale, and aaption. Most customers seem positively-dis
posed towals the Depament, and a& optimistic about its ability to
continue delivering quality seices. It is not possible to explain exactly
why this is the case, though it is imf@ort to understand the contextu
al factors that may have contributed to shaping the opinions and per
ceptions of theaspondents. It is acially impotant to note that the
survey was not designed to meastire actual quality of seice delivey
and neither was it intended as an investigation into levels oiioon.
Instead, the purpose of the wey was to solicit the opinions and per
ceptions of customers andiofals egading these matters. Thesults
contained in thisapott are theefor not to be consted as an autheri
tative view on the quality of sgces or levels of couption and should
not be interpeted to mean that theae no poblems or issues to be
addessed. The Depganent must still question whether or not meesur
can be taken to ftlier enhance the positive peptions of it customers
and oficials, and to impove sevice delivey. On this basis the follow
ing recommendations armade:

= Training pogrammes and other meassimeed to be put in place

to ensue that patcularly frontline staf have a moe in-depth
understanding and knowledge of the legislation admiridtby
the Depament. This is especiallyug of the Refugees Act of
1998, given that dicials at the boder which is whee asylum
seekers quently have their first point of contact with the
Depatment, epotted low levels of knowledge and understand
ing of asylum pocedues and the contents of the Refugees Act.
< While DHA staf have a high level of awamess of Batho Pele,
this does not translate into a substantive knowledge or-under
standing of its underlying principles and based on customer
responses, these principles atso not being adequately imple
mented. © addess this pblem, the DHA might consider put
ting in place a ‘Customer Sége’ training ppgramme that has
at its coe the Batho Pele principles. An impamt patrof such
a training pogramme would be to develop mechanisms for the
concrete implementation of the Batho Pele principles.

<« Similarly, while levels of awaness of the existence and inten

tions of the Timamwund Strategy appear to be lower than
expected, thosespondents who indicated familiarity with it
expressed high levels of confidence that it will succeed.
However most oficials inteviewed had a limited understanding
of their own ole in implementing theurnaround Strategy and
tended to view this as thesponsibility of management (the
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DirectorGeneral, Head Gite and Supetisors). Some ébrt
needs to be made to ensuthat oficials not only understand
the pogramme for implementing theirhaound Strategybut
that they ae also able to identify and fulfill their ownle with-
in it to ensue its ongoing success.

It appears that male staf the Depament generally have
more oppotunities in tems of training and access to infoa
tion regading Batho Pele, theufharound Strategy and the
internal policies and mrcedues of the Depament. Attention
needs to be paid to mechanisms that can be developed to
increase oppdunities and access for female &taf

At a national level, theris substantial agement amongst cus
tomers that in most cases, all identitpgps in both citizen and
non-citizen categories atreated fairly and that no gawular
groups ae discriminated against oretited favourablyHowevey
when analysed at pvincial level, thee appears to be higher
levels of discrimination and unfairgatment in Limpopo and
the Eastar Cape. It isecommended that an inted investiga
tion be conducted in these twoopinces to detemine the
extent of the mblem and to develop mechanisms to addithe
problem. In this egad, it should be noted that non-citizens ar
generally less favourable about whether or not theytraated
fairly. This reinforces the need for the Depaent to stengthen
its efforts at educing xenophobia.

The esults of the suey indicate that dicials ae less inclined
to believe that their attitudes towlarcustomers arpositive and
that customers apgciate and value thefefts they put into
their work. In the EastarCape, dicials also rate themselves
less favourably than customers inmntsrof sevice delivey. This
would suggest that amss the counyy but paticularly in the
Easten Cape, stdfmorale is not optimal, which could have an
ongoing negative impact on sace delivey. To addess this
problem, it is necessato ceate mechanisms for ongoing posi
tive feedback to stgfpethaps combined with some forof
incentive or eward system for excellent germance.

While peceptions and incidences of coption ae repotted to
be low customers, and paularly non-citizens appear to still
have a high level of tolerance for practices that migbalt in
oppotunities for corupt practices to emge (oficials ale much
less tolerant). In this instance, it is necegsaneinforce the
‘zero tolerance for cauption’ messages, primarily thugh
awaeness campaigns and the visibility of antiraption mes
sages.
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The public outeach component of thaufiaround Strategy
needs to be stngthened and the Batho Pele principles of con
sultation with and feedback to customers must beemigor

ously implemented. This will ensaithat curent positive per
ceptions and attitudes will be maintained and potentially even
enhanced.

Finally, the esults pesented in thisepot provide baseline data
and a benchmark against which to meagbe futue peform-
ance of the Depament and levels of customer satisfaction with
the quality of serices povided by the Depament.

Consideration should be given to administering a similaregur
at regular intevals as a means of continuous assessment and a
basis for ongoing &brts to improve peformance and the quality
of sewices.
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APPENDIXA

Table Al: Attitudes of Staff in DHA Offices According to Respondent’

s Race

DHA staff |Citizens (%) Non-Citizens (%) Officials (%)

attitudes - - - - - -
Black |Colour- [Asian hite |[Black |Colour- |Asian |White [Black [Colour-Asian |White

led ed led

Friendly 83 84 70 88 84 94 96 95 72 63 75 78

Attentive |83 88 74 89 85 94 97 96 79 68 75 82

Co- 84 89 72 88 85 94 97 97 78 79 75 70

operative

Patient 83 87 70 89 82 94 97 96 75 A7 b0 48

Helpful 85 90 70 90 86 94 100 97 84 79 75 78

Consid- 82 87 68 87 82 94 100 97 81 68 75 70

erate

Polite 81 86 68 91 84 94 96 97 76 63 75 67

At ease 80 90 68 89 82 94 97 96 74 68 75 82

Honest 80 92 70 90 82 94 99 98 73 74 75 67

Trusting 77 91 72 90 81 94 96 98 65 79 75 52

Know- 83 93 72 90 86 94 99 97 78 79 75 70

ledgeable

Interested |82 92 72 86 83 94 97 95 82 68 75 63

in his/her

job

Total n= n=214 |[n=51 [n=233 |n=650 |n=18 [n=77 |[|n=223 |n=126 |n=19 ph=4 |n=30
1620
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Table A2: Attitudes of Staff in DHA  Offices by Province According to Officials

DHA Northern |KwaZulu |Eastern |Western |Gauteng |Limpopo [North Free Mpum-
staff Cape (%) |-Natal |Cape Cape (%)[(%) (%) West (%) |State (%) |alanga
attitudes (%) (%) (%)
Friendly |70 45 90 65 75 91 53 95 65
Attentive|65 50 85 70 85 85 84 100 80
Cooper- |75 45 95 70 80 85 79 90 75
ative

Patient |65 45 95 50 65 80 58 100 50
Helpful |90 50 95 80 85 85 90 95 70
Consid- |80 50 95 65 90 80 79 95 70
erate

Polite |70 35 95 70 80 90 68 95 55
At ease |80 45 90 75 85 90 53 75 80
Honest |75 40 100 65 75 85 68 90 50
Trusting |75 40 55 60 70 65 79 75 65
Knowle- |85 55 90 65 80 75 68 90 80
dgeable

Inter- 75 45 95 65 90 85 79 85 80
ested in

his/her

job

Mean 75 45 90 67 80 83 72 90 68
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Table A3: Attitudes of Staff in DHA  Offices by Province According to Citizens

DHA Northern |KwaZulu |Eastern |Western |Gauteng |Limpopo [North Free Mpum-
staff Cape (%) |-Natal |Cape Cape (%)[(%) (%) West (%) |State (%) |alanga
attitudes (%) (%) (%)
Friendly |88 69 89 91 84 82 82 90 90
Attentive|90 66 93 94 86 81 87 90 89
Cooper- |92 65 92 94 88 82 86 91 90
ative

Patient |92 65 92 93 86 81 85 88 89
Helpful |93 66 93 93 88 83 87 95 92
Consid- (91 66 90 93 86 74 85 79 90
erate

Polite |93 65 93 87 85 69 86 88 92
At ease |93 65 90 96 87 56 85 88 93
Honest |91 65 86 98 89 62 87 87 89
Trusting |95 65 84 99 86 52 85 85 90
Knowle- |94 66 92 98 90 71 87 93 90
dgeable

Inter- 93 65 92 98 84 72 87 94 90
ested in

his/her

job

Mean 92 66 91 95 87 72 86 89 90
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Table A4: Attitudes of Staff in DHA  Offices by Province According to Non-Citizens

DHA Northern |KwaZulu |Eastern |Western |Gauteng |Limpopo [North Free Mpum-
staff Cape (%) |-Natal |Cape Cape (%)[(%) (%) West (%) |State (%) |alanga
attitudes (%) (%) (%)
Friendly |84 50 77 99 93 82 92 85 97
Attentive|91 49 80 99 94 83 94 88 97
Cooper- |93 48 82 99 95 82 94 87 97
ative

Patient |90 49 72 99 93 80 94 76 95
Helpful |90 49 89 98 96 82 94 89 98
Consid- |88 49 84 98 94 85 94 70 97
erate

Polite |90 48 79 98 94 81 94 88 95
At ease |93 48 76 99 94 71 94 79 97
Honest |90 49 80 99 95 73 94 78 95
Trusting |93 49 86 98 93 71 94 76 95
Knowle- |90 50 84 99 96 79 94 97 95
dgeable

Inter- 88 47 73 99 92 81 94 84 98
ested in

his/her

job

Mean 90 49 80 99 94 79 94 83 96

Table A5: Attitudes of Staff in DHA

Offices by Office T ype According to Citizens

DHA Staff Attitudes |Regional District Office |Border Post | Airport (%) Service Point
Office (%) (%) (%) (%)
Friendly 80 86 88 96 81
Attentive 81 88 88 98 83
Cooperative 81 89 90 98 84
Patient 80 89 90 95 79
Helpful 82 89 91 99 83
Considerate 80 84 86 96 77
Polite 81 83 89 94 82
At Ease 81 77 87 96 76
Honest 80 79 85 98 78
Trusting 78 75 87 98 e
Knowledgeable 82 87 89 98 78
Interested in his/ 81 84 91 96 82
her job
Mean 81 84 88 97 80
Total n = 1246 n =399 n =107 n =204 n=136
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Table A6: Attitudes of Staff in DHA

Offices by Office T ype According to Non-Citizens

DHA Staff Attitudes |Regional District Office |Border Post | Airport (%) Service Point
Office (%) (%) (%) (%)

Friendly 71 100 84 96 -
Attentive 70 100 85 97 -
Cooperative 71 100 86 97 -
Patient 69 100 82 96 -
Helpful 72 93 87 97 -
Considerate 70 100 83 97 -
Polite 71 100 84 96 -
At Ease 70 80 82 96 -
Honest 70 100 81 97 -
Trusting 66 80 83 96 -
Knowledgeable 72 93 87 97 -
Interested in his/ 69 100 83 96 -
her job

Mean 70 96 84 97 -
Total n=126 n=15 n =390 n =426 -

Table A7: Attitudes of Staff in DHA

Offices by Office T ype According to Officials

DHA Staff Attitudes |Regional District Office |Border Post | Airport (%) Service Point
Office (%) (%) (%) (%)
Friendly 60 72 85 73 85
Attentive 69 80 85 73 86
Cooperative 73 76 82 64 86
Patient 58 74 77 64 69
Helpful 69 87 94 73 92
Considerate 69 83 85 73 85
Polite 60 76 82 82 85
At Ease 63 80 77 82 89
Honest 58 80 85 46 85
Trusting 52 76 77 55 65
Knowledgeable 71 80 77 73 85
Interested in his/ 65 85 85 73 89
her job
Mean 64 79 83 69 83
Total n =62 n =46 n=232 n=11 n=26
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(1997) ISBN 1-874864-52-7

International Migration, Immigrant Enepreneurs and South AfricaSmall
Enterprise Economy1997) ISBN 1-874864-62-4

Silenced by Nation Building: African Immigrants and Language Policy in the Ne
South Africa(1998) ISBN 1-874864-64-0

Left Out in the Cold? Housing and Immigration in the New South Afti®88)
ISBN 1-874864-68-3

Trading Places: Coss-Boder Taders and the South African Infoal Sector
(1998) ISBN 1-874864-71-3

Challenging Xenophobia: Myth and Realities about<SrBoder Migration in
Southen Africa (1998) ISBN 1-874864-70-5

Sons of Mozambique: Mozambican Miners and Postthpar South Africa
(1998) ISBN 1-874864-78-0

Women on the Movésender and Coss-Boder Migration to South Africa
(1998) ISBN 1-874864-82-9.

Namibians on South Africattitudes dwards Coss-Boder Migration and
Immigration Policy(1998) ISBN 1-874864-84-5.

Building Skills: Coss-Boder Migrants and the South African Comstion
Industry (1999) ISBN 1-874864-84-5

Immigration & Education: Intemational Students at South African Universities
and Technikong1999) ISBN 1-874864-89-6

The Lives andimes of African Immigrants in Post-Apaeid South Africa
(1999) ISBN 1-874864-91-8

Still Waiting for the Barbarians:South African Attitudes to Immigrants and
Immigration(1999) ISBN 1-874864-91-8

Undermining Labour: Migrancy and Sub-contracting in the South African Gold
Mining Industy (1999) ISBN 1-874864-91-8

Borderline Faming: Foreign Migrants in South African Comne&l Agriculture
(2000) ISBN 1-874864-97-7

Wtiting Xenophobia:Immigration and the Rrss in Post-Apdheid South Africa
(2000)ISBN 1-919798-01-3

Losing Our Minds: Skills Migration and the South African Brain Di&@00)
ISBN 1-919798-03-x

Botswana:Migration Perspectives and &pects(2000)ISBN 1-919798-04-8
The Brain Gain: Skilled Migrants and Immigration Policy in Post-Alpaid
South Africa(2000) ISBN 1-919798-14-5

Cross-Boder Raiding and Community Conflict in the Lesotho-South African
Border Zong2001) ISBN 1-919798-16-1
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Immigration, Xenophobia and Human Rights in South A{f&@01)

ISBN 1-919798-30-7

Gender and the Brain Draindm South Africd2001)ISBN 1-919798-35-8
Spaces of Mnerability: Migration and HIV/AIDS in South Afriq2002) ISBN
1-919798-38-2

Zimbabweans Who Move: Perspectives on lmé&onal Migration in Zimbabwe
(2002) ISBN 1-919798-40-4

The Boder Wthin: The Future of the Lesotho-South African Intational
Bounday (2002) ISBN 1-919798-41-2

Mobile Namibia: Migration fends and Attitude002) ISBN 1-919798-44-7
Changing Attitudes to Immigration and Refugee Policy in BotsW2883)
ISBN 1-919798-47-1

The New Brain Drain fsm Zimbabw&2003) ISBN 1-919798-48-X
Regionalizing Xenophobia? Citizen Attitudes to Immigration and Refugee Policy in
Southen Africa (2004) ISBN 1-919798-53-6

Migration, Sexuality and HIV/AIDS in Rural South Afri@&D04)

ISBN 1-919798-63-3

Swaziland Moves: Peeptions and Patters of Moder Migration (2004)

ISBN 1-919798-67-6

HIV/AIDS and Childens Migration in Southar Africa (2004)

ISBN 1-919798-70-6

Medical Leave:The Exodus of Health Bfessionals im Zimbabwg2005)
ISBN 1-919798-74-9

Degrees of Uncéainty: Students and the Brain Drain in Southekfrica(2005)
ISBN 1-919798-84-6

Restless MindsSouth African Students and the Brain Dréa005) ISBN 1-
919798-82-X
Understanding Rrss Coverage of ©ss-Boder Migration in Souther Africa since
2000(2005) ISBN 1-919798-91-9

Northem Gateway: Coss-Boder Migration Between Namibia and Angola
(2005) ISBN 1-919798-92-7

Early Departures: The Emigration Potential of Zimbabwean Studéag5)
ISBN 1-919798-99-4

Migration and Domestic bfkers: Worlds of Work, Health and Mobility in
Johannesbur (2005) ISBN 1-920118-02-0





