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South African Police Service

Private Bag X 84 PRETORIA, 0001

Fax No: 0123834553

THE DIVISIONAL COMMISSIONER

Your reference:

My reference: 3/1/8/6/4 DIVISION: INSPECTORATE
Enquirfes: Maj Gen FN Vuma PRETORIA

Tel: {012) 393 3353 0001

Email: Vumaf@saps.gov.za

The Deputy National Commissioner

POLICING

REPORT FOR THE THIRD QUARTER: 1 OCTOBER 2014 TO 31 DECEMBER 2014 IN
TERMS OF THE ANNUAL PERFORMANCE PLAN: COMPLAINTS AGAINST THE
SAPS: DIVISION: INSPECTORATE: 2014/2015 FINANCIAL YEAR

At
1.1.

1.2.

INTRODUCTION

Herewith, the report for the third quarter in terms of the Annual Performance Plan

for the Division: Inspectorate.

The report encapsulates the following:
> Performance in terms of the Key Performance Areas.
» Management Information and analysis of complaint files processed.

> Challenges.
> Way forward.

PERFORMANCE IN TERMS OF KEY PERFORMANCE AREAS (KPA)

KPA 1: Management and coordination of the establishment and maintenance of a
centralised database for service delivery complaints received at the

Division.
sKey Action 7o ] 1%, 2 Farget 7 T RS 5 Petformiance 1T

2 1 1 To manage and To assess and classrfy 100% of complaints
coordinate the (100%) complaints per received were assessed
assessment and day. and classified per
classification of all working day during the
service delivery 3" Quarter 2014/2015.
complaints received
at the Division.

2.1.2 To manage and To register (100%) 100% (452) complaints
coordinate the complaints received on were received and
registration and the Complaints registered on the
analysis of service | Management System. Complaints Management
delivery complaints System during the 3®

Quarter 2014/2015.

on the Complaints
Management
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TERMS OF THE ANNUAL PERFORMANCE PLAN: COMPLAINTS AGAINST THE
SAPS: DIVISION: INSPECTORATE: 2014/2015 FINANCIAL YEAR

22.

coordinate the
development and
implementation of
the procedural
manual to establish
and maintain the
centralised
database for
complaints
received.

Manual developed
and implemented by
31 March 2015.

System within the }
Division,

2.1.3 To manage and (3) Monthly reports and (4) (1x Quarterly and 3 x
coordinate the (1) Quarterly report Monthly) reports were
compilation and forwarded to SAPS forwarded to
communication of Management during Management.
reports to SAPS the 3" Quarter
Management based 2014/2015.
on the analysis of
the service delivery
complaints
received.

2.14 To manage and (1) Draft Procedural (1) Draft Complaints

Management System
Manual developed.

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

Inspectorate

& - Key Action = 5

s aziFarget n

2.21 To manage the
investigation/
finalization period
of service delivery
complaint
received.

To maintain an average
of (3) calendar months to
finalize service delivery
complaints received
during 2014/2015.

2.2.2 To manage the
finalization rate of
complaints

received.

To maintain the annual
finalization rate of 70%
during 2014/2015.

. hand were finalized

ro ress/Pe ormance .
Average of (3) calendar
months taken to
investigateffinalize
service delivery
complaints.

A total of 420 (28%) out

of 1495 complaint files on

during the 3™ Quarter.

22.3 Tomanage the
development and
implementation of
awareness
programs fo

address the root

causes of service

(2) Awareness programs
developed and
implemented by 31
March 2015

(0) Awareness programs
were conducted based
on Annual root causes
analysis for 2014/2015.
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delivery
complaints.

2.2.4 To manage and (1} Standing Operational | (1) Draft Standing
coordinate the Guideline on the Operational Guideline
development of management of on the management of
Standing complaints against the complaints against the ((
Operational SAPS available by 31 SAPS is available
Guidelines on March 2015.

Management of
compiaints against
the SAPS.
3. MANAGEMENT INFORMATION AND ANALYSIS OF COMPLAINT FILES
PROCESSED
3.1. Summary of complaints brought forward, received, finalized and carried over.

oy o T, R &

R L ER Y

Brought forward 889

Received (including reopened 222

files) N

Finalized 179

Carried over 1032

Comment: A fotal of 1021 complaints files were carried over fo January 2015

3.2. Complaints received: Origin of complaints:

..'Origin bt complaints™ o
T IR .'5':’}' ".2 Ry
11
National Commissioner 3 46
Public Service Commission 3
2
Presidentiat Hotlins 86

Centre for Service Excellence

Civilian Secretariat fot Police

Independent Police 0
Investigative Directorate

Pagc 3 0of 16

2 yrmenm, P
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Other 1 1 1 3 15

3.3 Comparison of complaints received per province/division for the period 1 October
2013 to 31 December 2013 and period 1 October 2014 to 31 December 2014

ol B Quarter | B Quarter_ 3¢ I

Rt SR it s 5901372004 51 32014/2045 A 9 TR
Eastem Cape 23 38

Free State 13 19

Gauteng 87 201

Kwazulu Natal 23 51

Limpopo 10 18

Mpumalanga 15 31

Northern Cape 1 8

North West 15 20

Westem Cape 22 40

Division: Crime Intelligence 1 2

Division: Detective Service 0 0

Division: Financial Management 1 4 300%
2 2
3 4

Division: Forensic Services
Division: Human Resource

Development )

Division: Human Resource 3 7 133%
Management

Division: Technology Management 0 1 100%
Services

Division: Inspeciorate (Personally 0 0 -
Investigated)

Division: Operaticnal Response 0 0 -
Services

Division: Protection and Security 0 1 100%
Services

Division: Supply Chain Management 0 0

Division: Visible Policing 1 3 200%
Directorate for Priority Crime 1 2 100%
Investigation

Executive Legal Officer 0 3 300%
Head: Presidential Protection 0 0 -
Service

Head: lnternal Audit 0 -

CYOTAL ¢ 0 2 To7 ., R R s, AT
A —# « 5. x G ekes e m Y d ites
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. 3 Quarter 2013/2014 = 1 October 2013 to 31 December 2013
> 3 Quarter 2014/2015 = 1 October 2014 to 31 December 2014

The companison befween the two periods shows that complaints
increased with 231 complaints (105%) during the period 1 Ocfober
2014 to 31 December 2014.

Comment:

3.4 Comparison of nature of complaints for the period 1 October 2013 to 31 December
2013 and period 1 October 2014 to 31 December 2014

SQuarter

[ N B 014/2015
Poor oommumcatron 103
Poor investigation 76
Poor response 5 44
Police negligence/misconduct 96 168
Complaints against Management 10 19
General complaims 18 42
Fotal g sl L

- 3rd Quarter 2013/2014 = 1 October 2013 to 31 December 2013
. 3rd Quarter 2014/2015 = 1 October 2014 to 31 December 2014

180
160

140»—_......_.

120
100
80 _ -

60 j - W 1 October 2014 - 31 December 2014

0 I R E——
zotl L [
ff,é f’"x" /

i 1 October 2013 - 31 December 2013

f"*‘

It is evident that all nature of complaints has drastically increased
comparing the two periods

Comment:;
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REPORT FOR THE THIRD QUARTER: 1 OCTOBER 2014 TO 31 DECEMBER 2014 IN
TERMS OF THE ANNUAL PERFORMANCE PLAN: COMPLAINTS AGAINST THE
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3.5 Complaint files re-opened as per classification.

”Classrﬁcatlon 447 A @claober . ﬂdvﬁﬁﬁéﬁ Decemher "{Qtal i

LN R T St Q* 2014 3L 52014 50 044 | TN
Poor Communrcat:on 2 2 1 5
Poor investigation 3 2 0 5
Palice Negligence/misconduct 2 3 2 7
Complaints Against SAPS 0 1 0 1

Management

General Complaints 1 1 0 2
Poor Response 0 0 1 1
Dcmestic Violence Act 0 0 0 0

e I A e e PAis R O LT s B L

3.6 Re-opened complaint files referred to Provinces/Divisions.

E;fw*Prmnm,:@;l Division 4" @ cto . ovember| becemberi ﬁ‘otal
2 LR Al = “F Ean fﬁ’ & "-320 4 é: kS :,. 0143&’*‘1 {?4‘5@014 £
Eastem Cape 2 0 1 3

' Free Slate 0 1 1 2
Cauteng 6 6 2 14
Kwazuiu Natal 0 0 0 0
Limpopo o 0 0 0
Mpumalanga 0 1 0 1
Northem Cape 0 0 0 0
North West 0 0 0 0
Westermn Cape 0 1 0 1
Division: Crime Intelligence 0 0 ¥ 0
Division: Detective Service 0 0 0 0
Division: Financial 0 0 0 0
Management

Division: Forensic Services 0 0 0 0
Division: Human Resource 0 0 0 0
Development

Division: Human Resource 0 0 0 0
Management

Division: Technology 0 G 0
Management Services

Division: Inspectorate ] o 0 0
Division: Operaticnal 0 t] 0 0
Response Services

Division: Protection and 0 0 0 0 |
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Security Services

Division: Supply Chain 0 0 0 0

Mana ement

Division: Visible Policing 0 0 0 0

Directorate for Priority Crime 0 0 0 0

Investigation

Executive Legal Officer 0 0 0 0

Head: Presidential Protection 0 0 0 0
ol i yde g SRR Lol T 9 R P R

Comment:  The above stafistics (par 3.5) are included in (par 3.1, 3.2, 3.3 and
3.4).

3.7 Complaints referred to the provinces/divisions.

[ - h?mvmae! Dms:on Ve, )

"‘ ' Foes, .'“ Si ';-;‘.. ""'” AL
"Eastern Cape
Free State
Gauteng
Kwazuiu Natal 27 16 7
Limpopo 10 4 4
Mpumalanga 10 18 3
Northern Cape 3 4 2 9
North West 11 6 3 20
Westem Cape 26 10 4 40
Division: Crime Intelligence 2 0 0]
Division: Detective Service 0 0 0
Division: Financial 1 3 0
Management
Division: Forensic Services 1 0 1 2
Division: Human Resource 4] 0 0 0
Development
Division: Human Resource 4 0 3 7
Management
Division: Technology 1 0 0 1
Management Services
Division: Inspectorate 0 5 0 5
Division: Operational 0 c 0 0
Response Services
Division: Protection and 1 0 0 1
Security Services
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Division: Supply Chain 0 0 0 0
Management
Bivision: Visible Policing 1 1 1 3
Directorate: Priotity Crime 2 0 0 2
Investigation
Executive Legal Officer 1 2 0 3
Head: Presidenttal Protection 0 0 0 0
Service
Head Internal Audit 0 0

I it 2 St i £

3.8 Public Service Commission complaints processed:

. ‘;'?'J,:a'

f:cmhplaim

Brought forward
Received
Finalized
Carried over

14 complaints received from the Public Service Commission have
been carried over to January 2015

Commsnt:

3.9 Presidential Hotline complaints processed:
;.3» . ; ' ” tober MOvember wbecem r
SRR t:omplamts Y4450 0018 Dol 82048 “f tai ]
Brought forward 163 161 197
Received 21 37
Finalized o 33 31 15 v
Carried over 151 157 150
Comment: 150 complaints received from the Presidential Hotline have
been carried over to January 2015
34% of the Presidential Hotline complaints were finalized
during the 3% Quarter 2014/2015
3.10 Complaints relating to non-compliance with the Domestic Violence Act:
None
3.11 Finalized complaint files per root cause:

|, ‘fiClassification’. i JOctober {November ] “December:q Total ']
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r e R0 A R T
Police Neghgenoe/Mlsconduct 57 56 25 138
Poor Communication 23 28 17 68
Poor investigation 40 12 72
Poor Response 13 9 3 25
Complaints against SAPS 8 5 4 17
Management
Unfounded 15 22 10 47
Civil Matter 0 1 0 1
Duplicate files 7 4 2 13
General Complaint 12 11 10 33
Referred 4 0 2 6

Total o, CSRdest L o SATNE % BB o ¥ - Bophi 2

oSt > \f
irww&%r b ww&gw

Eastern Cape

Free State

Gauteng

Kwazulu Natal

Limpopo

Mpumalanga

Northern Cape

North West

Western Cape

Division: Crime Intelligence
Division: Detective Service
Division: Financial
Management

_Provincel Division 7 #Dctober

Division: Forensic Services 2 4 1 7

Division: Human Resource 0 0 0 0

Development

Division: Human Resource 3 6 10
Management

Division: Technology 0 0 0 0

Management Services

Division: Inspectorale 1 ¢ 0 1

Division: Operational 0 0 0

Response Services
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Division: Protection and 0 0 0

Secunty Services

Division: Supply Chain 0 0 0 0
Management

Division: Visible Policing 1 2 1 4
Directorate: Priority Crime 1 0 0 1
Investigation

Executive Legal Officer 1 0 1 2
Head: Presidential Protection 0 0 0
Service

Head: Intemal Audit { 0
otal “oFE | R T8 S i HEe sy 8

3.13 Complaints received personally and telephonically at the Call Centre:

‘“‘necember;"'. g ;_:%.‘: e 22T ;_
1652014 %3,‘ :

el Lt

Personally 0
Received by 1 0
telephone

Referred for
further 3 12 5
Investigation

Comment: The above mentioned calls that were referred for further
investigations are included in (par 3.1, 3.2, 3.3 and 3.4).

3.14 Messages retrieved from the voice recorder at the Cail Centre.

T a7 LOctober "T'November “Deeember . .{ otal
Sep01d P 2044 i d e 2098 0 v, o
Retrieved from ANEGN
the Voice a5 25 40
Recorder
Total number of 03 18 33

Unusable Calls
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TERMS OF THE ANNUAL PERFORMANCE PLAN: COMPLAINTS AGAINST THE
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Total number of : [
Useable Calls jl 2 [ ! /

Comments: Complaint files were opened for the useable calls and were referred
for further investigation, These stafistics are included in (par 3.1, 3.2,
3.3 and 3.4).

The Toll-Free Complaints line 0860130860 was out of order from 11
November 2014 untjl 25 November 2014 due to a Telkomn cabling
problem. This led to the decrease in messages received for
Novernber 2014.

3.15 Departmental Steps and Sanctions emanating from Complaints of Poor Service
Delivery:

. riginot-{ ileref. %}» Persal ¥ 3m‘ga1 .
% %icorpplaint | {297 Rno! ™ umber ] ui?name o
Delft
Westem Cape )
Christiana Verbal Warmning

North West ]
Kwa Mashu T—Verbal Waming
Kwazulu Natal
Orando
Gauteng - o
Marikana
North West
Douglasdaie
Gauteng J

Pretoria West
Gauteng

Sandton Pending
Gauteng
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Ga- Rankuwa ' Pending
Gauteng

Delft - - Pending
Western Ca

Afteridgeville - - Pending
Gauteng

Sandton - Pending
Gauteng

NEW AND FINALISED COMPLAINTS: STATIONS THAT GENERATED THE MOST
COMPLAINTS ((TWO (2) OR MORE COMPLAINTS)) AS WELL AS STATIONS
THAT ARE LISTED ON THE 290 STATIONS THAT WERE DESIGNATED IN THE
2012/13 FINANCIAL YEAR AS STATIONS THAT CONTRIBUTED TO 70% OF THE
SERIOUS REPORTED CRIMES IN SOUTH AFRICA.

[ =:#Provincel Division v~ - V335 Stations 72 fNewCo  aints Finalized |

Eastern Cape ¢ _Algoa Patk 2

King Williamstown 2 0
2
2

w Mdantsarfe ]
) Mthatha

¥ Queenstown 0
Free State Bethulie 2 o

A Welkom
Gaufteng ) Akasia

* Alberton
 Alexandra_
Atteridgevile
Benoni
Boksburg" B
_Boksburg North
Boo sens
 Boschkop
Brixton
Brooklyn
| Cullinan_-
Diepkloof
Dobsonville
Douglasdale
Eldoradopark
Elsburg
Evaton
Florida
Ga-Rankuwa -
Germiston
Hammanskraal
Hercules

olo
!
i
A

E
!
i

i

i

.n-wc:o-n-oot

X

|
|
|
|

"

WIWINWOININW W O|WW o BN Dot N Moinalnin

OO AN OO NININICO O
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Hillbrow

Honeydew

Jeppe
JHB Central

Lytteltan

‘Mamelodi

Mamelodi East

Meyerton

 Midrand

Mondeor

Moeroka

Norkermn Park

Norwood

Olievenhoutbosch

|

Qlifantsfontein

Odando

OR Tambo International
Airport

ClaiNININWiNiN N Ao wigiw s

Parkview

B

N""OOQO"‘*—‘—‘OUYNNh—lmo

i
!
|
t
L

Pretoria Central

Pretoria West

Rabie Ridge

Randburg

Rietgat

Rocdepoon

Sandton

Silverton

Soshanguve

Sunnyside

 Temba

Vereeniging

Wierdabrug

Yeoville

Provincial
Commissioner: Gauten

Kwazulu Natal

Chatsworth

Durban Centrgl

NiCINOINIOW oA IR IN O o|alalrn

Inanda

Kokstad

Kwamashu

Mountain Rise

Newlands East

Pinatown

Port Shepstone

Richards Bay

O O N2 OO Cidi

Umlazi

NINIOIWIWIW O WIWoiO
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Verulam

Westville
Provincial
Commissioner:
Kwazulu Natal

Limpopo

Burgersfort
Polokwane

Mpumalanga

North West

Western Cape

Baberton
Delmas
Embalenhie
Middelbu
Nelspruit

BiNIN

N N

z
!

]

%

l‘O o) Niwica
i

4

| Vosman

Witbank
Kimberley

f

Brits

Sa

Christiana
Hartbeespooridam

Mmakau

Divisions

t Athlone
" Bellville

BIOICIONO O S IOINWD

- Harare

"Khayalitsha

|
!
.

H

- Mfuleni

i Mitchelis Plain

! Nyanga
! Stellenbosch
1 Strandfontein

&N ONWOICILIoIw NdNINolAloiNnIiNalo )

QININIOINININIOIN|

! Provincial

. Commissioner: Western

i Ca
Division: Crime
Intelligence _ __
Division: Visible Policing

N

Division: Detective
Service

Division: Human
Resource Management

11

Division: Forensic
Services

Directorate for Priority
Crime {nvestigation

Executive Legal Officer
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Comments:  Complaints finalized may include complaints that were carried over
from the previous Quarters;

It should be noted that stations depicted in red are part of the 250
stations in the country which contributed to 70% of the serious
reported crimes for the 2012/13 Financial Year and gensrated 2 or

more complaints;

213 (47%) of the 452 complaints received in the period 01 October
2014 to 31 December 2014 were related fo 88 (30%) of the 290
stafions that were designated in the 2012/13 financial year as sfations
that contributed fo 70% of the serious reported crimes in South Africa

5 CHALLENGES

The primary challenges hampering the effective management of service delivery
complaints against the SAPS, experienced during the 2013/2014 financial year and
not yet satisfactory addressed, are summarized as foliows:

51 Fragmentation and duplication of complaints:

Fragmentation and duplication of efforts at National and Provincial level because
the same complaint is received and simultaneously dealt with at various Divisions
and Components. The envisaged plan to centralize complaints at the Division:
Inspectorate will definitely avoid duplication of efforts in addressing complaints.

52 Complaints Management System:

Although a Complaints Management System is currently utilized, it was found to be
insufficient. The system should be reviewed fo either factor in additional fields or an
advance web-based system should be identified or developed that will conform to
the specific needs. This will ensure a centralized database and data integrity of the
information captured on the system that should also serve as the national database

for complaints against the Service.
5.3 Shortage and appointment of dedicated and competent functional officers:

Although some critical posts were filled within the complaints environment, the
shortage of functional officers to effectively cope with the volume of work generated
by the large number of complaints against Service received at the Division:
inspectorate stays problematic. These compiaints mainly originate from the
Presidential Hotline via the Centre for Service Excellence. it must be noted that the
complaints increased with 106% if you compare the statistics from the 3™ Quarter
2013/2014 with the 3™ Quarter 2014/2015.

The shortage and appointment of dedicated and competent functional officers
contributes to:
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o Prompt attendance and investigation of complaints are not regarded as being

important and serious;
« Lack of comprehensive, objective and unbiased investigation of complaints;

o Lack of consequence management and implementation of corrective measures;
¢ Disciplinary interventions are not consistently implemented and finalized

speedily;
» lack of uniformity in the record keeping, analysis, repcrting and overall
management of complaints at all levels within the Service.

6 WAY FORWARD

6.1 The centralization of service delivery complaints against the Service would possibly
provide a better picture and thus, efficient management of same.

6.2 A suitable web-based database must be identified or developed in conjunction with
TMS and other role players which would serve as a national and centralised
database for all service delivery comptaints against the Service.

The processes to develop a centralised web based Complaints Management
System has commenced and work sessions with TMS have taken place.

6.3 The implementation of the envisaged structure will solve the issue of shorfage of
personnel and duplication of efforts to address complaints.

/

; LIEUTENANT GENERAL
DIVI  NAL COMMISSIONER: INSPECTORATE
SJ JEPHTA

Date: b (S33-0d
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