read

Department:

Rural, Environment and Agricultural
Development

w North West Provincial Government
S REPUBLIC OF SOUTH AFRICA

SERVICE DELIVERY CHARTER

LEADERSHIP OF THE DEPARTMENT OF RURAL, ENVIRONMENTAL AND AGRICULTURAL
DEVELOPMENT

HOURNORABLE: MEC MANKETSE TLHAPE

The Executive Authority and Member of the Executive Council for Agriculture in the North West
Province

Dr PONCHO MOKAILA

The Head of Department and Accounting Officer for Agriculture in the Province of North West

MANDATE OF THE DEPARTMENT OF AGRICULTURE

Section 27 (1) (b) and (2) of the Constitution of South Africa, Act 108 of 1996 states that everyone has the right
to have access to sufficient food and the state must take reasonable legislative and other measures within its
available resources, to achieve the progressive realisation of this right.

SERVICE DELIVERY CHARTER Page 1



Section 24 {a) and (b) (i}, (ii) and (iii) states that everyone has the right to an environment that is not harmful to

their health or wellbeing and that everyone has the right to have the environment protected for the benefit of

present and future generations through reasonable tegislative and other measures that-

(i) Prevent pollution and ecological degradation,

(i) Promote conservation, and

(i) Secure ecologically sustainable development and use of natural resources while promoting justifiable

economic and social development

VISION

Vibrant and Prosperous: Society: in: harmony: with: our natural resources

MISSION STATEMENT

Working together with our partners to: provide sustainable agricultural, environmental management and:

comprehensive integrated: rural development

STRATEGIC GOALS AND OBJECTIVES

The departmental management adopted the following eleven (11) strategic outcome oriented goals (SG) and
twenty six (26) strategic objectives (SO) for the 2015/16 financial year:

STRATEGIC GOALS (SG)

STRATEGIC OBIECTICS (50}

SG 1: An efficient, effective and development-
oriented public service

SO 1.1: Ensure stable political-administrative interface

50 1.2: Implement efficient and effective
management and operations systems

S0 1.3: Enhance responsiveness and accountability to
citizens

S0 1.4: Facilitate personnel training and capacity
building interventions

S0 1.5: Strengthen inter-departmental coordination
and institutionalisation of long-term planning

S0 1.6: Implement Procurement systems that deliver
value for money

50 1.7: Implement improved mechanisms to promote
ethical behaviour in the public service

S§G 2: Integrated rural development

S0 2.1: Institutionalise regulatory framework for land
use to guide and support development  initiatives.

S0 2.2: Strengthen coordination across the three
spheres of government and External stakeholders to
implement the Comprehensive Rural Development
Programme {CRDP) in line with the spatial
Development plans.

SG 3: Improved food security

SO 3.1: Implement the comprehensive food security
and nutrition Strategy

SG 4: Agrarian transformation

S0 4.1: Expand land under irrigation

S0 4.2: Provide support to smallholder producers in
order to ensure production efficiencies

SG 5: Growth of sustainable rural enterprises and
industries - resulting in rural job creation

S0 5.1: Promote sustainable rural enterprises and
industries in areas with economic development
potential

SG 6: Increased share of production and employment
by the rural, environment and agriculture productive
sectors

50 6.1: Implementing Agricultural Policy Action Plan
{APAP} impacting on growth, employment, rural
incomes, investment, output, exports and African
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regional development

S0 6.2: Implementation of the Comprehensive Africa
Agriculture Development Programme (CAADP)

SG 7: Workers’ education and skills increasingly meet
econamic needs

SO 7.1: Development and implementation of demand-
side planning system for skills in collaboration with
DHET

S$G 8: Sustained ecosystems and efficient natural
resources use

SO 8.1: Combat land degradation

S0 8.2: Implement water resources protection
programmes

SO 8.3: Expand conservation area estate through
declaration of state owned protected areas, MPAs and
biodiversity stewardship

S0 8.4: Develop management interventions for
reducing species loss

S0 8.5: Integration of ecological infrastructure
considerations into land-use planning and decision —
making about new developments

SG 9: Effective climate change mitigation and
adaptation response

S0 9.1: Coordinate provincial climate change response
and initiatives

S$G 10: Environmentally sustainable, low-carbon
economy resulting from a well-managed just transition

S0 10.1: Enhance environmental education and
empowerment {including skills development)

SG 11: Enhanced environmental governance systems
and capacity

§0 11.1: Enhance compliance monitoting and
enforcement capacity within the environmental sector

$0 11.2: Ensure improvement in air quality

S0 11.3: Implement better waste management
prograrmmes

OUR VALUES

In our quest to provide quality service we cherish the following values:

Client focused
Dedicated

Integrity

Productivity

Rational

Solution oriented and
Team work

» & & & 5 2 9

SERVICES OFFERED

1. Administration
1.1 Office of the MEC
1.2 Senior Management
1.3 Corporate Service
1.4 Financial Management, and
1.5 Communication Services

2. Sustainable Resource Management
2.1 Engineering Services
2.2 Land Care
2.3 Land Use Management

3. Farmer Support and Development
3.1 Farmer Settlement and Support
3.2 Extension and Advisory Services
3.3 Food Security
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4, Veterinary Services
4.1 Animal Health
4.2  Export Control
4.3 Veterinary Public Health
4.4 Veterinary Laboratory Services
5. Research and Technology Development
5.1 Research
5.2 Technology Transfer Services
5.3 Infrastructure Support Services
6. Agricultural Economics Services
6.1 Agribusiness Support and Development
6.2 Macroeconomic Support
7. Structured Agricuitural Education and Training
7.1 Higher Education and Training (HET)
7.2 Further Education and Training (FET)
8. Rural Development Coordination
8.1 Development Planning and Monitoring
8.2 Social Facilitation
9. Environmental Services
8.1 Environmental Policy, Planning and Coordination
9.2 Compliance and Enforcement
8.3 Environmental Quality Management
9.4 Biodiversity Management

9.5 Envirohmental Empowerment Services

UNDERTAKING FROM THE MEC FOR AGRICULTURE

The department seeks to ensure the effective management of a camprehensive system of Agriculture in order to
expand Agricultural opportunities for all the citizens of the province. Access to quality Agricultural advice is
fundamental to improving the socio-economic position of the majority of the people of the North West,

In this regard, citizens can expect the department to:

¥  Addressing you with respect

» Be courteous and professional at all times.

¥ Identifying ourselves when we speak to you.

> Offering you services that meet the required standards

» Listening carefully to you, and refer you appropriately should we not understand your language.

» Providing accurate information.

» Providing services to you timeously.

» Responding to all correspondence (physical and electronic) received within 14 working days.

¥» provide effective service in all our farmers;

» Ensure effective and efficient management in all Agricultural institutions and offices

» Ensure professicnal and ethical conduct by all our core business staff members, support staff and managers

> Progressively put adequate measures in place to ensure the safety and security of educators and learners in
Agricuitural colleges.

LOCATION

Our services are provided at our regional, district offices and our LDC offices throughout the province as well as
in Colleges of Agriculture (FET) that can be found in Dr Kenneth Kaunda District namely; Potchefstroom College
of Agriculture, in Dr Ruth Segomotso Mompati District namely Taung College of Agriculture and in Ngaka Modiri
Molema District namely Kgora Resource Centre.
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HEAD OFFICE

Physical Address: Cnr Dr James Moroka and Stadium Road
Postal Address: Private Bag X2039

Mmabatho

2735

Website: www.nwpg.gov.za

SERVICES PROVIDED AT HEAD OFFICE

The Head Office of the Department of Rural, Environment and Agricultural Development is responsible for policy
formulation, implementation, monitoring and evaluation thereof. Strategic planning, interpretation and
implementation of policies proposed at a National and Provincial level, as well as, technical planning are also
undertaken at the head office. There are four branches of Chief Directorates and Directorates that undertake the
functions mentioned above. The regional /District and Local Development Centres district offices as well as the
Further Education and Training colleges are implementing agents of the departments’ policies and programmes.

SERVICES PROVIDED AT THE DISTRICT OFFICES

The Regional /District Offices have a role of overseeing the Local Development Centres (service points) Offices.
The District Offices for administration and core business of the Department. At the District Offices the following
are processed:

SERVICES OFFERED

Extension and Advisory Services
« Management of Agricultural support services
» Management of engineering services
« Management of Administration services.
Veterinary Services
« Management of health services
+ Management of veterinary public health services
+ Management of laboratory services
« Management of export control services,
Environment services
Environmental Quality Management
+ Development of impact management
+ Air quality management
« Waste management
« Management of compliance and enforcemnent to environmental legislation
Environment Biodiversity Management & Conservation
+ The regulation of ecosystem goods and services as well as biodiversity and conservation
+ The management of biodiversity monitoring and scientific investigation
+ Facilitate the development and effective management of important sites and protected areas
Environmental planning and Coordination
« The supporting of environmental information management and reporting thereof
« The promotion of sustainable development through the facilitation of intergovernmental coordination and
management of planning process
+ To coordinate and manage activities in response to climate change.
Environmental empowerment services
» The management of awareness and after care services
« The management of Taung skull and world Heritage site project
» The management of Fredeford dome world Heritage site project
« The management of environmental educational programmes
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SERVICES PROVIDED AT THE DISTRICT LEVEL

The Department of Rural, Environment and Agricultural Development has 5 District Offices, each supporting its
LDC offices. The services rendered at District Offices at present are:

1. Extensicn and Advisory Services
1.1 Management of Agricultural support services
1.2 Farmer Settlement and Support
1.3 Extension and Advisory Services
1.4 Food Security
2. Veterinary Services
2.1  Animal Heaith
2.2 Export Control
2.3 Veterinary Public Health
3. Research and Technology Development Services
3.1 Research
3.2 Technology Transfer Services
3.3 Infrastructure Suppert Services
4. Agricultural Economtics Services
4.1 Agribusiness Support and Development
4.2 Macroeconomic Support
5. Rural Development Coordination
5.1 Development Planning and Menitoring
5.2 Social Facilitation

BATHO PELE PRINCIPLES AND THE UNDERTAKING THEREOF

The Department of Rural, Environment and Agricultural Development is committed to the principles of Batho Pele
and we fervently undertake to honour these principles.

CONSULTATION
We undertake to consuit our customers on the level and quality of services provided.

In this regard we:
»  Agree to consult organized farmers unions and stakeholder forum
»  Hold farmers days twice a month.
»  Interact with all stakeholders who have an interest in Rural Environment and Agriculture
Development.
»  Solicit your views via surveys and questionnaires.

ACCESS
All citizens, without reservations will have equal access to all services rendered.

In this regard;
> All offices will be accessible to the physically challenged.
¥»  Language barriers will be removed and citizens may use any of the official languages.
¥  Discrimination on grounds of culture, creed, race, gender and sexual orientation will not be tolerated.
»  Offices have been established to open access to all people especially those living in rural areas.

COURTESY
We will endeavour to treat all our customers with courtesy and consideration at all times.

In this regard:

Citizens will be treated in a friendly manner.,

All staff will be identified by name-badges at all times.

Rude, impolite and discourteous attitudes and behaviour will not be tolerated.
Telephone calls will be answered promptly and politely

»
>
3
>

INFORMATION
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Citizens have a right to full, accurate information of the services we render.

In this regard;
»  Information in respect of our organizational structure will be available at district level, in Further
Training colleges.
»  Services may be accessed at any ane of our service points at district level.
» A directory of services offered will be available at each service point, district offices in flat screens at
the entrances.
»  Help desk staff will assist at each service centre.

OPENNESS AND TRANSPARENCY
We do recognise that openness and transparency are the cornerstones of our democracy.

In this regard we undertake to keep you informed in respect of the following;

Details of our location and contact persons.

Details of our senior staff and also who does what at our various service points.
Publish our performance against our targets.

Inform you as to how we use resources.,

Targets we set for each financial year,

YVYVY

VALUE FOR MONEY
We shall endeavour to use public resources efficiently, effectively and economically.

In this regard we will;

Simplify systems, processes and procedures to eliminate wastage and inefficiency.
Rigorously apply performance management systems to enhance productivity at all levels,
Identify financial risk areas and manage them carefully,

Use resources to best advantage of all.

Procure goods and services to the best advantage of the Department.

Strengthen management and control to prevent fraud, corruption and mal-administration.

YVVYVYYY

SERVICE DELIVERY IMPACT

We shall endeavour to assess the impact of our services annually and ascertain whether we are achieving our
specified objectives.

In this regard we will;
» Evaluate the performance of staff at all levels,
» Implement a performance management system for each service delivery unit, to enhance productivity
and effectiveness.
» Implement an Integrated Quality Management System in all our schools
> Appraise the quality of the services we render from time to time.

ENCOURAGING INNOVATION AND REWARDING EXCELLENCE

Staff commitment, energy and skills will be harnessed to improve service delivery and the guality of services
rendered.

In this regard we will;

Recognise and reward staffs who show loyalty, commitment and dedication.
Encourage innovation and new ideas to improve systems, processes and procedures,
Simplify processes and procedures.

Simplify forms and documents.

Reward staff for their creativity and ingenuity for solving problems.

YVVYY

LEADERSHIP AND STRATEGIC DIRECTION

Managers will lead by example and will endeavour to ensure that the vision, mission and goals of the
Department are articulated and embraced by all.

In this regard;
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All Senior Management Service personnel will incorporate the Batho Pele principles in their performance
contract.

Middle Managers and other level employees will have a workplan, which will be assessed and reviewed
quarterly.

Exemplary behaviour is expected from all, especially Senior Managers and Middle Managers.

Managers will participate actively in the strategic direction of the Department.

Managers will be encouraged to form networks and partnerships to maximize resource utilization;
Develop Service Delivery improvement plans for each unit under their charge.

VVVY Y

SERVICE STANDARDS
We undertake to provide service of a high quality.

In this regard we aim to;
> Attend to all queries promptly.
Answer the telephone promptly.
Process applications within 30 days.
Acknowledge written complaints within 5 days
Deal with written requests within 21 days.
Pay our creditors within 30 days.
Reduce worker absenteeism by 1% per year,
Addressing you with respect
Be courteous and professional at all times.
Identifying ourselves when we speak to you.
Offering you services that meet the required standards
Listening carefully to you, and refer you appropriately should we not understand your language.
Providing accurate information.
Providing services to you timorously.
Responding to all correspondence {physical and electronic) received within 14 working days.

VY VYVYVYVYVYVYVYYY

DEALING WITH COMPLAINTS
We respect the right of citizens to complain if our services are poor or unsatisfactory.

In this regard;

You may write to any one of the service centres registers or use suggestion boxes or provincial hot line .
We undertake to investigate and respond to your complaint within 14 days of receipt.

We will endeavour to apologise and take corrective measures if it is our fault.

We will maintain a complaints registration and follow-up mechanism,

You may use the toll-free number to repott fraud, corruption and mal-administration.

YVVYY

TELEPHONIC CONTACT

When you telephone us, we will;
> Answer calls as promptly as possible
» Identify ourselves by name and section
% Assist you in a polite and helpful manner
» If you cannot be helped, you will be referred to the appropriate person/section within the Department

Contact details: of the Department
» Telephone number: (018) 389 5111 or 5719
» Toll-free: Provincial 0800 111700

Website - www.nwpg.gov.za
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