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Ladies and gentlemen;
Good afternoon!
It would be remiss of me to open my address without a word of gratitude to the
Nelson Mandela University leadership, who have opening their doors to us to
engage with the student community.
My team and I are truly thankful for this gesture of goodwill and for the warmth with
which you have received us. I’m sure I speak for all of the team members when I say
we feel at home.
In the same breath, I wish thank the students for taking time off their studies and
related activities to lend us an ear. I look forward to a fruitful engagement with you
all.
We are taught from an early age that it is impolite to not introduce yourself, labouring
under the assumption that people already know who you are. Accordingly I will
briefly tell you about us before delving into the business of the day.
We are your servants. We do our work under the banner of an institution called the
Public Protector. This is an independent constitutional institution established in terms
of section 181(1) of the Constitution alongside five other bodies, which are
collectively entrusted with the mammoth task of strengthening constitutional
democracy.

Each of these bodies has its own unique way of contributing to this shared
responsibility. We, as the Public Protector, do our bit through the investigation,
reporting on and remedying alleged or suspected improper conduct in state affairs, in
the public administration and in any spheres of government.
This means we watch over and hold to account more than 1000 organs of state
including 47 national departments, over 100 provincial departments, in excess of 250
municipalities and hundreds of other public bodies such as state-owned enterprises,
statutory bodies, institutions performing public functions and universities such
as yours.
Over and above the powers conferred on me by the Constitution, we rely on several
pieces of legislation to perform my functions. These include the Public Protector Act,
through which we investigate alleged maladministration such as abuse of power,
abuse of state resources, discourteous and capricious conduct, and improper
enrichment by state functionaries, among other things.
We also have powers in terms of the Prevention and Combatting of Corrupt Activities
Act to investigate alleged corruption. There is also the Protected Disclosures Act in
terms of which we protect whistleblowers and the Executive Members Ethics Act
through which we investigate alleged breaches of the Executive Ethics Code by
Presidents, Deputy President, Ministers, Premiers and MECs.
Anyone with grievances against an organ of state or a public official can approach
my office for help. As the Constitutional Court once said, my office is there to fight for
the member of the public in a David versus Goliath type of conflict, where David
represents the member of the public while Goliath is the mighty state.
We deal with a wide range of matters. A lot of the time it is cases relating to undue
delays in the processing of applications for RDP houses, Identity Documents, birth
certificates, social grants, Unemployed Insurance Fund benefits, public sector
pension benefits, workmen’s compensation and so forth.
In this province, for instance, our current caseload of 305 matters is made up of
complaints over unacceptably prolonged processing of application for RDP houses.
Where the houses have been allocated, we are inundated with complaints poor
quality and the illegal occupation of the properties.
We also have several complaints concerning social grants such as old age, child,
disability and foster care grants. Here issues are usually about undue delays in the
finalization of applications for the benefits and alleged unlawful deductions.
Another problematic area concerns the payment of pension benefits to retired public
servants. The main issue here is delays by the employer departments to submit exit
documents to the Government Pension Adjudication Agency on time.
We further have a number of complaints by former Ciskei public servants who were
incorporated into the post democratic South African Public Service. Often we find
that their pension contributions to the Ciskei Government Pension Fund are not

included in the calculation of their benefits when their services are terminated. The
rest of the complaints are about service delivery at municipal level.
This brings me to why are we here? We are on a countrywide tour, the Public
Protector Stakeholder Roadshow 2018. It started in Mpumalanga last month and has
already been to Limpopo and the North West. The aim is to deliver an important
message to stakeholders such as yourselves and decision makers in state affairs.
The message centres on what we call the Public Protector Vision 2023, an ambitious
plan the essence of which is to take the services of this institution to the grassroots.
It is underpinned by eight pillars, namely enhancing access to the services of the
Public Protector; using vernacular to improve our communication with the targeted
audience; and expanding our footprint to be closer to the targeted communities; and
leveraging stakeholder relations and formalizing those relationships in signed
agreements.
Other pillars cover areas such as empowering people to understand their rights and
entitlements, projecting an image of a safe haven for the poor and destitute,
encouraging organs of state to establish effective internal complaints resolution units
and ultimately turning communities into being their own liberators.
Central to this tour is Pillar 7 of the Vision, which focusses on the need for organs of
state to establish effective internal complaints resolution units. We are encouraging
organs of state to establish effective complaints resolution units, customer service
units or sectoral ombudsman institutions in the mould of the Health, Tax and Military
Ombudsman.
This applies to universities too. We know, for example that, institutions of higher
learning such as the University of South African have an Ombudsman, who mediates
in disputes between the university and its community.
We also encourage organs of state to develop Service Standards and Customer
Service charters so that people can hold officials in those institutions to those
standards, using remedies such as internal complaints units or sectoral ombudsman
institutions. In that setting, individual cases that would ordinarily clog our system
would be handled by such units and institutions, allowing us to be the complaints
body of last resort.
Linked to Pillar 7 and perhaps more relevant for you is the need for the public to also
make an effort to know and understand different organs of state’s Service Standards
and Customer Service charters in order to hold them to account on the delivery of
services.
Incidentally, the spirit of our key message resonates with the intention of a policy that
came to life during the presidency of the President Nelson Mandela, after whom this
university and Metropolitan Municipality are named. The policy in question is Batho
Pele – putting people first.

Essentially, that policy is about improving public service delivery while revitalising the
quality and accessibility of services by enhancing efficiency and accountability to the
electorate.
It is underpinned by the following eight principles:









Ensuring regular consultation with customers on the nature, quality and
quantity of services to establish their needs and expectations;
Setting of service standards so as to let the public know what level of service
they can anticipate;
Ensuring better access to services, with a view to ensuring equal treatments
of people;
Providing more and better information about services;
Ensuring higher levels of courtesy, meaning a public servant must be
considerate, polite and caring;
Increasing openness and transparency about services so that the public
understands how decisions affecting them are arrived at, among other things;
Remedying failures and mistakes by ensuring that there is redress for service
failure; and
Giving the best possible value for money in recognition of the fact that
government does not have enough resources to cover the public’s needs.

This policy seeks to give effect to provisions of the Public Service Act, which was
itself meant to breathe life into some of the basic values and principles governing
public administration, which you will find in section 195 of the Constitution, including
that that the people’s needs must be responded to and that the public administration
must be accountable.
I have already indicated that our target audience in this regard are two groups of
people in each province. That is decision makers at the levels of provincial and local
government, and young people, particularly as high school or university levels such
as you.
Why is it important to bring this message to you as young people? I subscribe to the
notion that young people are the leaders of tomorrow. You are the eyes and ears of
your respective families and communities. You are the light of the world.
Accordingly, equipping you with important information such as this is equivalent to
empowering the nation with the knowledge through which they can vindicate its
rights and exact accountability on its leaders.
Earlier I shared with you information on the type of cases on our dashboard. There
may be older folk in your own communities, households and neighbourhoods, who
grapple with these issues but do not know who to turn to for help.
Often they contend with these issues for months or even years on end. By the time
they get to hear about us and bring their grievances to our attention, they have
already been subjected to untold bouts of suffering. Had the matters been brought to
our attention much earlier, we would have minimised their pain.

But with knowledgeable young people in these older folk’s households,
neighbourhoods and communities, information will be within reach to ensure that we
limit their suffering and they too can enjoy the fruits of our democracy and freedom.
I want to stress the need to always use available and peaceful avenues to exact
accountability on public functionaries and institutions. We see a lot of violence and
destruction of property in communities, where young people lead service delivery
protests, destroying the little infrastructure we have.
I am sure you will agree that, with all the available remedies in our legal framework,
we should no longer see violent protests that keep taking us back as a country in
terms of development. Other people in this province already make use of my office’s
services.
I have a team of officials here who will share with you information pamphlets and
newsletters that you can read in your spare time to understand better what my office
can do to help you and your community. In the newsletter, you will see real stories of
the people we have helped.
Although we have only two offices in this province – in Bhisho and Mthatha, we are
accessible through the internet on www.pprotect.org. Those of you who are on social
media can access us on Twitter, Facebook and YouTube. We also run a mobile
service through the Public Protector Outreach Clinics.
Make use of these but always remember to exhaust all other available remedies first
and escalate to us as a complaints body of last resort. This will free our hands to
deal with more systemic issues and also take up issues on own-initiative.
You are the leaders of tomorrow. The eyes and ears of your neighbourhoods and
communities. The light of the world. Be our ambassadors as well. Join hands with us
towards redress and a public sector that puts people first!
Thank you.
Adv. Busisiwe Mkhwebane
Public Protector of South Africa

