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Attention: Information Analysis Centre

QUARTERLY REPORT: 1 APRIL 2014 TO 30 JUNE 2014 IN TERMS OF THE ANNUAL
PERFORMANCE PLAN: COMPLAINTS AGAINST THE SAPS: DIVISION: INSPECTORATE: 201472015

FINANCIAL YEAR
Al INTRODUCTION
1.1 Herewith, the 1 Quarterly Report in terms of the Annual Performance Plan for the Division
Inspectorate.
1.2 The report encapsulates the following:
> Performance in terms of the Key Performance Areas.
> Management Infortnation and analysis of complaint files processed.
» Challenges.
» Way forward.
2. PERFORMANCE IN TERMS OF KEY PERFORMANCE AREAS (KPA)
2.1. KPA 1: Management and coordination of the establishment and maintenance of a
centralised database for service delivery complaints recelved at the Divislon.

Koy Action  Torzr Porsormance

2.1.1 To manage and co-ordinate the To assess and classify (100%) 100% of complaints received
assessment and ciassification of all | complaints per day. were assessed and classified
seyvica delivery complaints received per working day during the
at the Division, 18t Quarter 2014/2015.

2.1.2 To manage and co-ordinate the To reglster {100%) complaints 400% (540) complaints were
regietration and analysis of service received on the Complaints received and registered on the
delivery complaints on the Management System. Complaints Management
Compleints Management System m during the
within the Division. 1°T Quarter 2014/2015.

2.1.3 To manage and coordinate the {3) Monthly reports and {4) (1 x Quarterly and 3 x
compliation and communication of {1) Quartedy report forwarded Monthly) reports were forwarded
reports to SAPS Management based to SAPS Management {o Management.
on the analysis of the service during the 1" Quarter
delivery complaints received. 2014/2018.

2.1.4 To manage and coordinate the (1) Draft Procedural Manual (1) Draft Complaints
dsvelopment and implementation of devsiopet and Implemented Management System Manual
the procedural manual to establish by 31 March 2015, developed.
and maintain the centralised
database for complaints received.
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22

3.

31

KPA 2: Management and coordination of the response to and monitoring the investigation
of service delivery complaints received at the Dlvislan: Inspectorate

221 To manage the To maintain an average of | Average of {3} calendar months
investigation/finalization | (3] calendar manths to taken to investigate/finalize service
period of service finalize service delivery delivery complaints.
delivery compilaints complaints received during
received. 2014/2015.

222 Tomanage the To meintain the annual A total of 310 out of 879 (35.26%)
finalization rate of finalization rate of 70% of complaint files were finalized
complaints during 2014/2015. during the 1* Quarter.
received.

223 Tomanage the {2) Awareness programs {0) Awareness prograrms were
development developed and implemented | conducted based on Annuat root
and implementation of by 31 March 2015 causes analysis for 2013/2014.
awareness programs to
address the root causes
of service delivery
complaints.

224 To manage and co- (1) Standing Cperational {1) Draft Standing Operational
ordinate the Guideline on the Guideline on the management of
development of management of complaints | complainis against the SAPS is
Standing Operational against the SAPS available | available

| Guidefines on by 31 March 2015.
I Management of

! complaints against the

; SAPS.

MANAGEMENT INFORMATION AND ANALYSIS OF COMPLAINT FILES PROCESSED

Summary of complaints brought forward, received, finalized and carried over.

5 GOMPLAINTE Rpet 2074 | w2014 | Jues 224 TOTAL
Brought forward 495 &75 623 -
Recelved (including re-open files) 150 134 256 Aan
Finalized 70 &6 154 16

i Carricd over 575 623 726

Comment: A total of 725 complaints files were carnied over to July 2014
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3.2

Comparison of complaints recelved per province for the period 1 April 2013 to

30 June 2013 and period 1 April 2014 to 30 June 2014 {Origin of complaints)

Prowishe Jm;ff.mud
Eastern Cape 147"% ;
Free State 380% |
Gauteng 83 233 181%
Kwazulu Natal 17 65 282%
Limpopo 8 29 262%
Mpumalanga 8 32 300%
Northern Cape 3 13 333%
North West 10 19 90%
Western Cape 13 39 200%
Division: Crime Intelligence 0 2 200%
Divislon: Detective Service 0 0 0%
Divislon: Financial Management g 2 200%
Divislon: Forensic Services 0 6 600%
Division: Human Resource Development 3 2 -33%
"Division: Human Resource Management 2 18 800%
Divislon: Technology Management Services 1 0 0%
Division: inspectorate 1 o 0%
Division: Operational Responge Services 0 0 0%
Division: Protection and Securify Services 0 3 300%
Division: Supply Chain Management 2 1 -50%
Division: Visible Policing 2 5 150%
Directorate; Priority Crime Investigation 0 4 400%
Head: Legal Service 1 1 0%
Head: Preskdential Protection Service 0 0 0%
o ¥ LR

1st Quarter 2013/2014 = 1 April 2013 to 30 June 2013
1st Quarter 2014/2015 = 1 April 2014 to 30 June 2014

Comments:

The companson between the two periods shows that complaints increased with 364

complaints (207%, during the period 1 April 2614 to 30 June 2014,
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3.3.
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Comparison of nature of complaints for the period 1 April 2013 to 30 June 2013 and period

1 April 2014 to 30 June 2014

NIFOIGFCOmM IS T Guatter 2003 Tt Bumossr 284 inceeasod 4

“Poor communication 25 110 500%
Poor Investigation 38 113 289%
Poor response 9 35 400 =

" Police negligence/misconduct a8 180 215%
Complaints againgt Management 14 49 215%
General complaints 4 42 950%

1st Quarter 201372014 = 1 April 2013 to 30 June 2013
1st Quarter 2014/2015 = 1 April 2014 to 30 June 2014
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Comment; it is evident that alf nature of co}nblla'ihfé has Hrégtfia'lhf' ‘."'r}é‘r*efésédwc':omparing the
two periods

34. Compiaint files re-opened as per classification.

el Apri 2014 | May 2014 | June 2014 | TOMT
Poor Communication

Poor Investigation

Police Negligence/misconduct
Complaints Against SAPS Management
General Complaints

Poor Response

Domestic Violence Act
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35. Re-opened complaint files referred to Provinces/Divisions.

—

Proviiice [ Apri 2014 | May 2014 June 201a | +oAM}
Eastern Cape 4 6
Free State
Gauteng
Kwazulu Natal
Limpapo

S |

0w o

Mpumalanga

Northern Cape

North West

Western Cape

Division: Crime Intelligence

7
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QUARTERLY REPORT: 1 APRIL 2014 TO 30 JUNE 2014 IN TERMS OF THE ANNUAL
PERFORMANCE PLAN FOR THE DIVISION INSPECTORATE: 2013/2014 FINANCIAL YEAR

Division; Detective Service

r__

Division: Financial Managemen

Division: Forensic Services

Division: Human Resource Development

Division: Human Resource Management

Division; Technology Management Services

Division: inspectorate

Division: Operational Responge Services

Division: Protection and Security Services

Division: Supply Chain Management

Division: Visible Policing

Directorate: Priority Crime Investigation

Head: Legal Service

Ql QO O] O = O] Of Ol ©f O] f © O

Head: Presidential Protection Service

O] O O ol of of ©f O] O] o ©| o ol o

QO Ol Of Ol o} O ©l ©of of o © o} o] ©

0

Total
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Comment: The aboves stalistics (par 3.5) are included in (par 3.1, 3.2, 3.3 and 3.4).

Complaints refetred to the provinces/divisions.

 Proviice

- -
| buese 2004

Eastem Cape

10

Free State

6

22

Gauteng

69

107

Kwazulu Natal

17

28

Limpopo

g

g

Mpumalanga

12

Northem Cape

5

North West

1

11

Wastsm Cape

1

-
[

Division: Crime Intelligence

Divigion: Detective Service

Division: Financial Menagement

Division: Forensic Services

Division: Human Resource Development

Divisfon; Human Rescurce Management

Division: Techniology Management Services

Division: Inspectorate

O] @ Qf Al | N O] ©

Division. Operational Respons2 Services

Division: Protection and Security Services

Bivision: Supply Chain Fanagement
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Division: Visible Palicing 1 ‘ 0 4 5
Directorate: Priorily Ciime |Investigation 0 1 3 4
Head: Legal Service 0 1 0 1
Head: Prasidential Protection Service 0 9] 0 0
- i fag 252 =18
i
3.7.  Public Service Commission complaints processed:
COMPLAINTS Al 2044 e | deceid | Toven |
Brought forward 10 23 23
Received 13 0 0 £
Finalized 0 0 7 i
Carried over 23 23 18
Comment: 18 complaints received from the Public Service Commission have been carried
over fo July 2014
3.8. Presidential Hotline complaints processed;
i "COMPLAINTS oped 2014 | wicate | Jomsiith | TOTAL |
Brotght forward 118 141 184
Reosived 39 58 60 w6
v — [P —
Finalized 18 35 57 108
Carried over 141 164 167
Comment: 167 complaints received from the Prasidential Holline have bean canied over to
Jufy 2014
3.9. Complaints relating to non-compliance with the Domestic Violence Act:
[ Clmsmcation April 2014 May 24 Jume 2314 otal ]
| Domestic Viclence Act 0 z 2 4 :
| Tomtl & F z 4 T
3.10. Finalized complaint files per root cause:
Cluasification April 2014 May2014 | June20te  (owl |
Police Negligence/Misconduct 20 28 37 85
Par Communication 11 20 35 66 |
| Poor Investigaton 12 18 20 £
Poct Response 0 6 2
Complaints Against SAPS Management 2 1 3 &
Unfounded 18 11 43 12 |
Civil Matter B 2 a |
Cuplicate files 0 0 4 | 4 E
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QUARTERLY REPORT: 1 APRIL 2014 TO 30 JUNE 2014 IN TERMS OF THE ANNUAL
PERFORMANCE PLAN FOR THE DIVISION INSPECTORATE: 2013/2014 FINANCIAL YEAR

General Compiaint a 1 1
Referred: Internal (Prov: GP: Legal 0 1 3
Services)
Refarred: External (Department: 3 0 4 5
ticutture, Forestry & Fisheries)
R i | «” P 3
3.11. Complaints received per post’emailfaxinewspaper articles (origin of complaints):
URIGIN OF COMPLAINTS | 43l 2604 Moy 2014 | JuneZivs | TOTE
Ministry of Police 20 3 7 30
. National Commissloner 2 7 57 66
Public Service Commission 13 0 0 13
Public Protector 18 0 1 19
Presidential Hotline 39 58 60 157
Newspapers 2 o 0 2
Cther (Centre for Service Excellence) 16 19 58 93
Communlty 40 42 44 126
Civilian Secretariat for Police 0 5 29 34
. 150 134 234 54¢
3.12. Complaints received parsonally and telephonically at the Call Centre:
R =3 1) “iyy 2014 Juwan 44 TOTAL
Rocoved | Finalieed | Rocelved | Flnalzod | Ruceivad | Flrasiooes g
Personalty 3 1 4 0 6 o) i3
Received by ] T A
telephone 1 0 3 0 12 0 i, €
Refarred for
further 4 7 18 28
Investigation
3.13. Messages retrieved from the volce recorder at the Call Centreo.
April 2014 My 20494 dune 2014 ! TOTAL
Retrieved from the o
Voice Recorder 111 108 140 57
Total number of
Unusable Calls & 8 4 2.
Total number of
Useable Calls 25 18 % 89
4, NEW AND FINALISED COMPLAINTS: STATIONS THAT GENERATED THE MOST

COMPLAINTE {(TWO (2) OR MORE COMPLAINTS)) AS WELL AS STATIONS THAT ARE
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QUARTERLY REPORT: 1 APRIL 2014 TO 30 JUNE 2014 IN TERMS OF THE ANNUAL
PERFORMANCE PLAN FOR THE DIVISION INSPECTORATE: 2013/2014 FINANCIAL YEAR

LISTED ON THE 280 STATIONS THAT WERE DESIGNATED IN THE 2012/13 FINANCIAL
YEAR AS STATIONS THAT CONTRIBUTED TO 70% OF THE SERIOUS REPORTED CRIMES

IN SOUTH AFRICA.

T PRLGINEE BTATOE NEW ENKELZ T ',
LR 2 NTE !

Eastern Cape | Mount Frere 2

Jamestown 2

Tsomo 2

Mthatha

Quesnstown

Ntabankulu 0

Cambridge

Grahamstown

Humewood

Provincial Commisgioner: Eastern Capa

res State Clarans

Wetkom

Park Road

Provincial Commigsioner; Free State

Gauteng Vosloorus

Vereeniging

Springs

Sebokeng

Sandton

Pretoria North

Moroka

Midrand

Meadowlands

Linden

Langlaagte

Kwa Thema

Krugersdoip

Kempion Park

Katlehong

Kagiso

Jeppe

Hiltbrow

Gemiston

Garsfontein

Edenvale

De Deur

Dawnpark

Daveyton

Culiinan

Brixton

Sebokeng

Ga-Rankuwa

Mamelodi

Pretoria West

Sunnyside

Mulderadrift

Pretoria Central

Losfe

Lyttelton

Boksburg North

Wierdabrug

Sandton

Lenasia

Springs

Eldorado Park

Eersterust

Silverton

Qiivenhoutbosch

Norkempark

10111
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Moffatview
Dohsonviile
Brooklyn

OR Tambo Intemational Airport
Temba

Mameiodi East
Rietgat

Mamelodi

Naledi

Akasia

Kliptown
Boschkop

Benoni

Hercules
Honeydew
Diepkioof
Tembisa

Mondeor
Booysens
Hammanskraal
Duduza
Langlaagte
Midrand

Boksburg North
Lenasia

Evaton
Douglasdale
Soshanguve
Wonderboompoort
cidorado Park
Villieria
Johannesburg Central
Roodepoort
Protea Glen
Alberton
Alexandra
Provincigl Commissioner: Gauteng

COO0O0C00O0OL0A0WN~NOOC NOOWO W

NRONNNMNMNMRNNRNMOBAONNNDWORNRNNNNIONNNGWEADL BN WN

Kwazuiu Natai

Vryheid
Verulam
Sydenham
Pangola
Pinetown
Pietermaritzburg
Phoenix
Newcastle
Mountain Rise
Margate
Westville
Durban North
Nongoma
Hammersdale
Alexandra Road
Newlands East
Port Shepstone
Durban Central
Chatsworth
Kwa Mashu
Provincial Commigsioner: Kwazuiu Natal

AN R O R ONOWOO

Limpopo

Tzaneen
Mahwelereng
Lephalate
Giyane

Bela Bela
Nebo
Folokwane
Musina

Thahoyandou

TN OCOOCOBRANOWWRNNNNWOOOOODOOOOIMO O
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6.1

Burgersfort

Mpumalanga | Withank
Piet Retief
Mhluzi
Kabokweni
Emelo
Delmas
Graskop
Kwaggafontein
fatspruit
Vaalbank
Waterval Boven

Y wunoocoo”m

Northern Cape | Kimberiey
Kuruman

' Upington

| North West Brits
i Lichtenburg

Mmabatho

Potchefstroom

Rustenburg

Thlabane

Western Cape | Athione

Beaufort West

Elsies Rivier

Grassypark

Gugutetu

Khayslitsha

Kirstenhof

Muizenberg

Outlshoorn

Mitchells Plein

Phillippi

Mfuleni

Ravensmead

Provincial Commissioner: Western Cape
Divisions Division: Visible Policing

Divigion: Pratection and Security Services
Division: Financial Management
Division: Human Resource Management
Division: Forensic Services

Directorate: Priority Grime Investigations

h(ﬁal\!(dmUNNNNOOOODOOOOOOQOONMN&

QDOoOQOoOQCIoooOoD DY =h N = B = B PO B - ) CWOOoO-000 = =

Comments; it should be noted that stalions indicated in red are part of the 290 stations in the
couniry which contributad to 70% of the serious reported crimes for the 2013/14
Financial Year and not necessarily generated 2 or more complaints.

270 (503%5) of the 540 complaints raceived in the period 01 April 2014 to 30 Juns
2014 were related to 137 (47%6) of the 290 stations that were designated in the
2012713 financial year as stations that contributed to 70% of the serfous reported
crimes in South Africa

CHALLENGES

The primary challenges hampering the effective management of service delivery complainis
against the SAPS, experienced during the 2013/2014 financial year and not yet satisfactory

addressed, are summarized as follows:
Fragmentation and duplication of complaints:

Fragmentation and duplication of efforts at National and Provincial level because the same
camplaint is recelved and simultaneously dealt with at varicus Divigsions and Components. The
envisaged plan to centralize complaints at the Division: Inspectorate will definitely avoid duplication
of efforts in addressing complaints.
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6.2 Compiaints Management System:

Although a Complaints Management System is currently utilized, it was found to be insufficient. The
system should be reviewed to either factor in additional fieids or an advance web-based system
should be identified or developed that will conform to the specific needs. This will eneure a
centralized database and dafa integrity of the information captured on the systam that should aiso
serve as the national database for complaints against the SAPS.

6.3 Shartage of functional officers:

Shortage of functional officers to effectively cope with the volume of work generated by the large
number of complaints against SAPS received at the Division: Inspectorate. These complaints
mainly criginate from the Presidential Hotline via the Centre for Service Excellence. It must be
noted that the complaints increased with 206% if you compare the statistics from the 1* Quarter
2013/2014 with the 1" Quarter 2014/2015.

6.4 Opening of New Files:

The cuirent procedure to open new files at Head Office Registry and have it registered on the
Registry System needs o be streamlined. A consuitation process will take place between Brig
Senekal from Divigion: Inspectorate and Brig Babedi of Head Office Registration in this regard.

7 WAY FORWARD

7.1 The implementation of the envisaged structure will solve the issue of shortage of personnel and
duplication of efforts to 2ddress complsints.

7.2 A suitable web-based database must be identified or developed in conjunction with TMS and other
roie players which would serve as a national and ceniralised database for all service delivary
complaints against the SAPS.

B1. Copy for your information.

MAJOR GENERAL

HEA LAINTS AGAINST THE SAPS

DIVISION: IN PECTORATE

FN VUMA

Date. 100 -0 13

Report Compiled By: Lt Col JJ van der Merwe

Tel no: 0123933331/0123933141

Date: 2014-07-01

Repoart Perused and Verified By: Brig P Seneka!

Tel no: 0123934027

Dato: 2014-07-07
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