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INTBODUCTION
This document provides the background, the purpos6, the obiectives and the principles d
Batho Pele. The Batho Pele policy r€cognises botrr intemal and e)demal customets. lntemal
customers refer to the employees of Ulundi Local Municipality who provk g sorvices to one
another in order to serye the public. These employees should feel happy to s6rve the pubtic
because the working environment in whicfi they serve is conducive to seMce delhrery and
enables them to serve others with dignity and prlde; whereas the extomal customer refars to
the general public, wtro hold the employees accountable for the s€rvice hey recelve.

Ulundi Municipality hereby pledge to abide by the following Balho Pele principles in all its and

endea\rors in prornoting iF relationships with its Stakeholders and promoting the rendering cf
services in an €fficient, effedhre, equitable and sustainable manner

The Municipality endeavors to r orlahop its employees on these principles and to place lhem

at places acc€ssible to all to employees. Furthemore, employe€s wtll be expected to sign

and acknowledgement to the efiect that they will ablde by these princlples in the daily
performance of their duties

DEHNANONS

CUSTOIiIERSI are those peode who use the serylces ol Ulundi Local Munieipality

regardless urhether they pay directly for those servlces or not and also whether they leside
within the boundarles ol the Ulundi Local Municlpallty or lhey are lourists,

BACKGROUI,ID

Balho Pele $ras inltialed bythe lt'lational Govemment in 1997. lt is specifically concemed with
imprwing the irftectiveness and stficiency of ihe way in which seMces ar€ denvered. lt
lntroduces a customer - oriented approach to transforming servic€ delfuery, in accordance
w'tth a national policy framewoft contained in the Batho Pele White Paper tvhlch was
gazetted on 01 october 1997.

The Ulundi Local Municipality recognisesthe n€ed forthe existence of Baho Pele ard its
lmportance as a seMce provider and it also acknowledges that a guiding philosophy in
seMce delivery is to get all its employoes to be service orlented, to strive for e)Gellence in
seMcs delivery and to commit to continuou8 s€rvice delivery improvBmer{.



PURPOSE

The purpose of this policy is to enable the Municlpal employees to deliver seMces in a
customer foqJsed utay stated in lhe Batho Pele ndional policy and ensudng that the Ulundi
Local Municipalitfs systems and procedures and attitudes of its employees are reoriented ln
farour of seMce deli\rery.

OBJECTIVES

To ha\re a custorner-+entric approacfi to seMce delh/ery

o improve seMce dellvery, with a shift way away from inward looking, bureaucratic
'systems, processes and attitrdes as an increased commitment, personal sacrifice, dedication
and a search for new ways of working which puts the ngeds of the public first, which are
betEr , faster and more responsive to the citizens' needs.

To provide easy aocess to information and services of Ulundi Municipality, as provided by
Access to Public lnformation Act,

O make the employees of Ulun<ll Local Municipality more accountable to citizens,

o build effective relationships with the 6nd users of public services (consultation).

o apply high standards and professional ethics.

TRANSFORIIIATION PRIORITIES:

. Representivity and affirmative action

. Human resouroe development and training

. Employment conditions and labor relations

. and restructuling

. Transforming service delivery

. lnformation technology

. Promoting a professional service ethos

. lnstitution-building and management, and Democratizing the Slate.
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BATHO PELE PRINCIPLES:

Consultatlon: Citizens should be consulted about the l€vol and quallty of the public aervices
they receive and, wherorer possible, should be girren a chobe about the seMc€s that ar6
oflered.

Servlce Slandards: Citizens should be told what le\rel and qualtty of public seMces they wifi
receive so that they are aware of what to expsct.

Accesa: All citizens should haw equal accBssto the soMceBto whlch they are enfitled.

Courtesy: Chlzens should be treatgd with courtesy and considorat'on.

lntormatlon: Citizens should be given full, accurats lnformation about the public seMcss
they ar€ entitl€d to receive.

Opennesa and lransparoncyi Citlzens should be told how natlonal and pro\rincial
dopartmenb are run, how much they cost, and wtro is in charge.

Redro3a: ff the promis€d standard of seMc€ is not dellvered, citizens shoukl be oftered an
apology, a full $elanatlon and a sp€edy and elfectlve remedy; and when the complalnB arB
made, clfzgns should recefue a syrnpathetic, poeitit/s rosponse.

Value for ilon6y: Publlc s€ryicas should be provided econornically and efflciently in order to
gfue citizens the bsst posslble value for money.

Encouraglng lnnorratlon and Rewardlng Etcellonco: lnnovation can be new ways of
providing better seryice, cutting costs, improving clnditlons, streamllning and gonerally
maklng changes whicfi tie in wlth the spkit of Batho Pele. lt is also about rewardlng ille stafi
who "go the extra mile' in making it all happen.

Cuatomer lmpact: lmpact means looklng atfie benefits we have provided for our qrstomers

both internal and extemal - ife how the nine principles link together to show ho , we have
imprwed our orerall seMce delivery and customer satislaclion. lt is also about making sure
that all our customers are aw8re of and exercising their righE in terms of the Batho Pele
principles.



Leadcrship and Strateglc Dlrectlonl Good leadership is one of the most crltical ingredients
for successful organisations. Organisations who do well in serving their customers can
demonstrats that they have leaders who lead by o€mple, who set the vision, and ensure
that the strategy for achiwing the vision is omed by all and properly depbyed hroughout
the organlsation. They take and active role in the organisation's succ€ssr.

rstzuru
II,IIGOMO EYISHUMI NAI{YE .BATHO PELE

lziNhloko zeMinyango okuyizona ezingamafobsl zbrcqinisekisa ukuhi abasebenl
abangaphansi kwazo bayayilandela le imigomo elandelayo niengalokhu iyingxenye
yemlsebenzi yazo.

UKlrXHUfmilA Eakhamuzi kumele zaziswe mayelana nezinga, iqophelo kanye nohlobo
lwemlsebenzi ezenzelwa yona futhl uma kunokwenzeka, kumeb zinikezu,€ ithuba
lokuzikulfiethela imisebenzi ezonzelwa yona. Ukuqinisekisa ukuthi lokhu kuyenzeka, kumele
kubhekwe lokhu okulandelayo.
Bonke okusetshenzlswana nabo abangaphakathl kanye nabangaphandle kumele baziswe
ngohlobo, inani kanye neqophelo lemisebenzl ezohlinzekwa ukuze kuhlonaire izidingo kanye
nokulindefuYe umphakathi.

IOOPHELO LOIIISEBENZI : lzakhamuzi kumele zitshelwe ngezinga kanye neqophelo
lemisebenzi yomphakathi ezizokwenzelwa yona ukuze zazi ukuthi yini okumele ziyilindele.
lqophelo lomsebenzl liyizitatimende ezilinganlsekayo ezicacile zednga lokwEnziua
komsebenl elldingekile neleffienjlsiwe, eziqukethe izimpawu eziphalhelsno nolo,enziwa
komsebenzi ngendlela encomekallo. Lezi zimpawu zisetshenziseh,r,a ukulinganisa noma
ukuhlola ul$enziura komsebenzl kumbe izidingo ezilethelwe umphal€thi. Lokhu kusiza
amakhasimende ukuba akwazi ukubona ukuthl ngabe umsebenzi enzelwa wona usezingenl
ebelethenjisiwe ylnl noma cha. (Zonke lzimpiko kuyodingeka ukuba Ahtiphe lmiqulu
yemisebenl 6qhaze ngsmisebenzi evele ikhona l€n),e nemlsebenzi emisha.
lzlnhloko Zeminyango kumele ziqinisekise ukuthi olallandelayo fuyenziwai
Kumele kwakhiwe uMqulu Wokunikezela Ngezinsiza (i-SeMce Chaftefl uphinde ulhishelwe
umphakathi.
lqophelo lomsebenzi kumele I'shicilelw€ fixhi ktuoxiswane ngalo nalabo abahlinzekualo
kuphinde kugqugquzelwe ulruba umphal€thl ubeke imibono ngeqophelo lomseb€nzi
ohlinzekiwe.

UKUFINYELELA: Zonke izakhumuzi kufanele ziyithole ngokullnganayo imisebenzi
ezinolungelo lokuylhola, (lMinyango kuyomele ibe nezinhlelo eziyokwenza kubelula
ukuftnyelela kubasebenzi bap kanye nemisebonzi kahulumeni. lfumele yakhe iphinde
iqallse izinhlelo elyisipesheli ezlmaqondana noloenziwa ngcono kokuhanjisrm krrezidingo
kubantu abaphila ngokukhubazelc, abancisheke abathuba ngohrenhlalo kanye
nangoloramasiko.)



INHLONIPHO: lzald:'as'uz kumele ziphathwe ngenhlonipho kanye nangokucazibangela.
Yonke iMinyango kuyomele ibeke iqophelo maqondana nokuphathwa komphakathi bese
lokho ikufaka lwiMigomo Yokuziphatha yayo, kumagugungangi kanye nasezinhlelweni
zokuqeqesha. lndlela abasebenzi abenza nga)ro umsebenzi kumele ihlale iqashelwa njalo,
kanti finhi ukungahloniphi kwabasebenzi angeke kubezekezelelwe neze. lNhloko yoMnyango
ngayrnye kum6b y6nz6 uhlelo lokuthola uvo lomphakathi owenzelwa imisebenzi ukuze ithole
ukuthi linjani izinga lenhlonipho kubasebenl.

UL\[VAZ|: lzakhamuzi kumele zinikearrc ulwazi olugcwele nokuyilona ngemisebenzi
kahulumeni ezinelungelo lokuyithola. (Umphakathi uyothola ulwazi olugo.rele, oluqondile
nolosuku nosuku maqondana n6misebenzi ezinelungelo lokuyithola. Ulwazi kumele
luhlinzekwe ezindaweni okurenziwa kuzo umsebenzi, emaphephandabeni kanye
nasemisakazrcni yendawo futhi nangezilimi ezahlukene ezisemthethweni. lzinombolo
zokuxhumana kanye namagama kumel€ kuvele kwezokuxhamana zazo zonke lzimpiko).

UKUVULELEKA KANYE NOKUBA SOBAI-A: lzakhamuzi kumele ltshelws ulothi
uMasipala waseMnambithi uphethwe kaniani, ngamalini kanye nokuthi ubani ophethe.
(Umphakathi uyokuba nelungelo lokwazi abasebenzi boPhiko ngalunye, imininingwane
yezikhulu oziphezulu, ukusetsheniswa kwezimali kanye nokwenlwa komsebenzi uma
kuqhathaniswa neqophelo elibekiwe angeke kube yimfihlo.)Amakhasimende kumele azi
ukuthi uban iNhloko yoPhiko,Amakasimende kumele azi ukuthi kudla malini ukusebenza ko
Phiko.Lolu lwazi olungenhla kumele amakhasimende akwaz ukuthola ngaso sonke isikhathi.

UKULUNGISA OKONAKELE: Uma umsebenzi owenziwe ungafiki eqophelweni
ebelethenjisiwe, kumele kuxoliswe kwikhasimende, bese linikez\ia incazelo egorele kanye
nesixazululo esisheshayo nesizolungisa leso simo. Uma ikhasimende linosikhalo, kumele
liphendulwe ngendlela enozwelo nelibeka ethembeni. (Kuyosungulwa izindlela zokubhekana
nokungagculiseki komphakathi kanti futhi bonke abasebenzi bayoqeqeshwa maqondana
nokubhekana nezikhalo ngokushesha nangempumelo).
UMnyango ngamunye kumele ube nohlelo lokubhekana nezikhalo. Lolo hlelo kumele
lulokhu luhlolwa ukuqinisekisa ukuthi lusebenza ngempumelelo noma cha.

UMSEBENZI OSEOOPHELWENI LEMALI: lmisebenzi yomphakathi kumele yenziwe
ngendlela eyongayo neyimpumelelo ukuze amakhasimende athole okufanele imali yawo.
(Umphakathi yiwona okhokha imali y€ntela, ngakho-ke unelungelo lokuphoqa ukuthi imali
yawo isetshenziswe ngendlela efanele. lzimpiko kumele zenze ngokusemandleni ukuthi
zihlinzeka umsebenzi ngendlela eyonga nangempumelelo kanye nokuthuthukiswa kwendlela
yokuhanjiswa kwezidingo okusezinhlelwoni.

UKUKHUTHAZA IMIOONDO EMISHA KANYE NOKUKLOMELISA UMSEBEI{ZI
ONCOMEKAYO; UMasipala uyoqinisekisa ukuthi udala isimo esiwmela ukuhanjiswa
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kwBzidingo ngsndlela encomekayo, ukuhlomisa abasebenzi ngamakhono ukuze bahlinzeko
izidingo ngempumelelo.

UtITHELEI-A WOKULETHWA I(IIVEZIDINGO: Ukusebenzisa lzinhlelo zethu Zokuphathua
KokwenzirE Komsebenzi kanye nokubandakanya Umphakathi ukulawula kanyo nokuhtota
imiphumela yohhanjiswa kwezldingo kubantu.

UBUHOLI KANYE NAilASU OKUHOLA Bonke abaholi abdhintekayo maqondana
nokuhanjiswa kwezidlngo bayonikeza umkhombandlela, bahlelembe, baxoxisane
nabasebenzi, bakhe ubudlelwano obuqinil€ nokuhnjiswene nabo baphinde bakhombise
ukuziphatha ngendlela e)ramukelekile kanye namagugungqangi aphuslle.


