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ABSTRACT

This research report set out to develop understgndi the complex nature of the
Multipurpose Community Centre (MPCC) concept. Treekground and initiative is

grounded in the new excellence movement which seekave government departments
and non-government agencies base their governamcihei ways and methods of
businesses and corporations. The study uses atajwali purposive sample and
interviews which seek to establish common undedstgn about the centrality of

MPCCs in the development of communities. The proldéatement proposes to critically
investigate reasons behind the lack of commitmgniatious government departments to

operate and provide information and service witMinrCCs.

The objective of this study is to identify gapstire process of delivering government
services in the MPCCs. This is aimed as an obedt help government policy makers
to eliminate weaknesses in the policy governing MBCTherefore in this way this study
will not only sensitise the NISSC, PISSC and LIS8©ut the problems that government
departments experience in the process of tryingstablish offices and services within

the MPCC but will also help the to find solutiomsdaaddress problems beforehand.

The chapters in the study are based on the thamdsllows:, integration around
delivery, integration around programmes and int&gnaaround partnerships. These
chapters reveal different types activities whichgamizations within MPCCs can
integrate. Therefore, the results show that aljhotinere is some level of integration
around the themes mentioned and followed here, itltegration is shallow, revealing
many problems that need consideration when goverhestablishes MPCCs. The lack
of coordination of budgets, cultures and commitmkave been highlighted in the

conclusion as needing consideration.
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Chapter 1: INTRODUCTION

1.1. Background

South Africa has an ever-present challenge andbgation, as any other state,
of trying to raise the standard of living for itsqple. However, the challenge is
daunting indeed in South Africa. Essop Pahad statd® foreword of the MPCC
Business Plan (2001, #)at because of past discrimination and negletiief
interest of the majority and the lack of accessasic rights such as access to
information, security and basic freedoms, we hakeasive service delivery
backlog. The South African government is faced \@itmammoth task, that of
eradicating poverty for the majority of South Afits, both of a “materialistic
nature” and that of “poverty of information” whittelps people to be self reliant
(Sigidi and Seti, 2001). South Africa has extratdifeerences in incomes and
wealth between the white (similar to OECD averagéNI per capita of about
US$26,000) and non-white populations (similar townkew-income African
countries, with GNI per capita under US$825.) "iaement by the World Bank
supports the present debate in South Africa alimufitst and the second world
economy where thirteen percent of the populatieeslin “first world"

conditions, while at the other extreme, about 2Banipeople live in "third
world" conditions. In this latter group only oneagter of households have access
to electricity and running water; only half havpramary school education; and

over a third of the children suffer from chroniclmarition.

The MPCC Business Plan echoed the same sentiméats itvstates that poverty levels
in South Africa are more evident as one witnedsesgignificant backlogs in
infrastructure development, services delivery amechéin resource development”. The
City of Johannesburg in 2004 (p. ii) published oré compiled for it by the Palmer
Development Group (PDG). “Developing a Profile ablin Poverty in the City of
Johannesburg” states that 37.4% of the active lalooce is unemployed, and continues

to state that over 100 000 people in the highlyneaaically active 25-34 year age group



find themselves with primary education or less 88@00 have no education at all. The
Soweto area under the Johannesburg Metropolitaridipatity is counted among the
areas where income- and employment-related powveatyifests itself, and the poverty
resulting from the lack of education and skillsisible in South Africa but more so in

the townships in Gauteng especially in Soweto AedHast Rand according to the report.
(City of Johannesburg, 2004 iii). Therefore, poyglliteracy and general lack of
access to basic services lead to low standardsetirogjression in social development and
if government is to be able to accelerate developnaffectively integrate service
delivery. The MPCC concept as an integrated sem@ivery vehicle comes as a natural
option which will help address the backlog and spge development. Exploring and
defining the MPCC concept will assist in contexizia MPCCs.

1.2.  Definition and Description of MPCCs

The MPCCs have been in existence since after ga@mal Information Technology

Forum (NITF) report of 1996, known as the Comst&port, when the Cabinet
endorsed and approved its recommendations, whicldatad the Government’s national
Communication and Information System (GCIS) as & rielivery mechanism of

government to “implement development communicato information as they offer
various services that communities can use for thm empowerment”, (Pahad MPCC
Business Plan, (2001:2)

Peter Benjamin (1997: 43) describes the MPCCs dSstraicture, which enables
communities to manage their own development, byigdhog access to appropriate
information, facilities, resources, training andveges. In most cases the sharing of
facilities and the synergy of the providers shawsult in more cost-effective provision
of services. These centres could offer a rangefices as defined by the needs of that
community”. These services, as stated by Benjad®97: 43) can include, Community
information centres which for all practical purpssare a microcosm of the whole
government and morexcept that they do not offer any practical senas government

departments would do. The Government Informatior-Stop-Shops are distinguished



by the high presence of information technology a#ehicle for the dissemination of
Government information. The training for exampleomputing, bookkeeping and office
skills fulfill s the multipurpose nature of an MPCC and immediaiaks the training to

existing real things taking place in the centre.e TGommunity Resource Centre
coordinates information from the community and frtme Government, collates it and
makes it available. It therefore becomes centralclaracterizing the MPCC as a

community centre.

Small Business Support should provide advice afainmation specifically to the up and
coming entrepreneur as part of the Government'admo raise the standard of business
activity within the townships and among the pregigudisadvantage groups. The
Government does not only drive this process thrahghNISSC, PISCC and LISSC but
also provides and deliver a range of governmenvices to support the easy
establishment of small businesses by offering m#ition and necessary legal
documentation for them and the community, and ladl telated developmental and

entrepreneurial services.

An interesting definition of MPCC is alluded tothre conclusion of Berlyn’s (1997, 33)
article, that “multipurpose community centres are nodahfgofor access to elements of
the social enrichment and upliftment process fonmmnities long denied access to such
goods and services”, meaning that the integratedices are all strategically placed to
improve the lives of the community. The MPCC asestabove are client or customer
centred and its central tenets are based on thesion of communities on how and what
services they require both from Government departsnend non-governmental
organization, that is, in a way, a tripartite sbc@ntract. This whole philosophy is that
communities should be able to determine their dgraknt future in participating in
their governance and this can be done only if mftton on the services of Government
and non-government organizations is made avaikatdeshared. This is the premise
upon which the new public management theory idyphtiilt, to effect efficiency and

accountability by putting the citizens at the cerdf all activities. This paradigm



acknowledges the fact that the machinery of goveraavill not function unless the

community participates in decision making by sitineir needs and requirements.

The MPCCs concept is based upon the principle wfmanagement as emerged from
the excellence debate up to the 1980s. The coimxeminly “enhance[d] by the
arguments for innovation and entrepreneurship hadeéed to think ahead to a post-
capitalist society” (Grieves, J. 2000: 354-35B)terms of how service delivery could be
done to finally satisfy the customer. Nick Mann{2@00) of the World Bank has stated
in the World Bank website that:

New Public Management” (NPM) is a slippery lab&8enerally, it is used to describe a
management culture that emphasizes the centrdlitiyeocitizen or customer, as well as
accountability for results. It also suggests stmad or organizational choices that
promote decentralized control through a wide vagriet alternative service delivery
mechanisms, including quasi-markets with public apdvate service providers
competing for resources from policymakers and denoXPM doesnot claim that
government should stop performing certain taskihotigh the New Public Management
often is associated with this policy perspectiv®MNis not about whether tasks should

be undertaken or not. It is about getting thingsedbetter. (Manning 2000)

Yes, NPM is about getting things done “in timesuatertainty and turbulence” as new
received wisdom puts it (Grieves, J. 2000: 354-35H)e core of the excellence
movement “is the understanding of the interconrmbaes of structure, strategy, skills,
staff, style and systems revolving around a conoéghared values” (Grieves, J. 2000:
354-355). The NPM is the excellence movement highflyenced by the values that are
borrowed from the private sector and is also exga@sn the paper by Dixon et al (1998,
164), that:

The neo-conservative ideology of neo-classical avelfeconomics trader-scores
the linking of public agency efficiency to managérability, authority and

accountability by the adoption of managerial apilauthority and accountability
by the managerialist private sector practices (sashstrategic planning, re-

engineering, customer service, quality assurgpedormance management, risk



management, and even accrual accounting), credties managerial meta-myth’.
(Dixon et al, 1998:164)

However, Curtis, D (1999) warns against the us@rofate sector practices especially
when it comes to performance management trying ngorove administrative
effectiveness which may not be appropriate to the context esgtigciof the local
government because they may be too expensive pmnthg transfer power from local to
somewhere else-usually the centre. This usuallypsoblem in a democratic state where
performance management has taken “a more pluralpgiroach in which local
governments, within agreed frameworks, take respoityg for their mission statements
and initiatives” (Curtis, D. 1999; 261). Nevertrede Curtis (1999; 264) acknowledges
that in times of uncertainty as South Africa is em@ncing, performance management

poses a set of problems such as

 The problem of autonomy where inter-organisatiowakking is essential as
between the three spheres of government. It becesssstial to have a system of
performance that respects the discrete areasmdmewbility involved.

* It must not be a system that consumes time and noidie a burden of additional
administration.

 The problem of wrong perception that poor perforogans the result of a
prevalent non-performance culture. This makes passible for Government to
acknowledge that there may be inherent structlsiazles to improvemerguch
as unfunded commitments or unresolved allocatiohsregsponsibility. The
improvement within the performance management fraonle may simply require
management to identify drivers for change that lbarexercised at the level of

personal responsibility.

This view is also shared by Dixon et al (1998; )1t all the good things mentioned
about NPM such as performance management, efficieace a missing link seen in the

self correcting, dynamic feedback loops evidenthie private sector decision making



| (automatic disciplining mechanismyhich is difficult to replicate in the public sect

This is because:

‘ * Authority in the public sector is much more disgergeflecting pressures from
pluralistic, stakeholder constituencies, especiallg representative democracy
» Political decision makers do not always share comrmoals, objectives and
values
* Public sector executives may have neither the reduiexpertise nor the
willingness (or ability) to learn from the outcomaspasts decisions.

Therefore according to Wilkins (2000), NPM has madeark, yet if measured against
itself, NPM has not become the predominant pubbnagement paradigm in developing
countries. In these countries, according to WIlK2@00), there is still strong evidence of
hierarchical bureaucracies which have not beenacepl by chains of inter-linked
contracts. Such initiatives like the MPCC are ategnated service delivery, with
government departments coming together and fornpagnership with the non-

governmental organizations with the aim of satrgfyihe customers or citizens.

However, there are still serious structural proldesaident in these MPCCs. There have
been a constant review and discussions espectgtisogincial levels about the problems
that continue to mar this initiative and still veigw function to the full extent of the
policy’s requirements. Wilkins (2000, 1) statesttrestructuring is the prominent theme
within NPM and naturally the motivation behind resturing rests on the premise that
government services should be client focused. Ewigehis restructuring is grounded
also in the premise that governments are increBsinmning short of resources to
address service delivery and hence the call farrative ways of delivery that brings

government close to the people.

Improving coordination across policy, program arevige delivery has again been

receiving increased attention in recent years, lotAustralia and in other advanced



economies. There are numerous terms for describieghallenge, including whole of
government, joined-up government, networked govemtm cross-cutting policy,
horizontal management, interdepartmental actiongstnprships, joint ventures,
alternative service delivery, and in South Africecls an integrated delivery concept has
been called Multipurpose community centre (MPCThe essential feature is that these
approaches differ significantly from the traditibna'silo’ approach of

departments/ministries.

There are for instance a number of examples anshd@hearound issues of integrated
service delivery listed in the Australian Publicn8ees Report (2004). This includes
supportive structures which state that there i@dnfor each issue or situation to be
treated or approached individually with the range ooganizational arrangements
available. This means that there is hone size fits all option and theoretical
perspectives exploring the multiple forms of orgational frameworks in contemporary
social systems are useful. However the issue is howlevelop mechanisms and
structures for shared goals and shared results.rdpmt also looks at various models,
frameworks and concepts outlined in the literatalassifying whole-of-government
approaches. However, there is no theory that cowedlrskey aspects around the
organizational space between integrated servicavelg] addressing leadership,
responsiveness, cooperation, accountability arafnmdtion.

Seamless service delivery is the one stop shopésimgndow structure that has been
developed as the key element of the whole of gowent, to promote responsiveness to
client needs and to overcome jurisdictional bouredarCitizens are demanding seamless
service delivery and are frustrated with duplicasio gaps and lack of integration.
Governments are prioritizing partnerships betweespadments and with non-
government sectors as the delivery vehicles ofaehtm respond to this demand. There is
more emphasis given to cultural change for the esgcof whole of government
management. There is a need to further develofs skid behaviour such as culture and

trust, ability to mobilize teams.



Accountability and risk management is one of thg &eeas for the new management
theory and accountability is said to have takenr dr@m terms such as responsibility,
scrutiny, questioning. The challenge is getting tight balance between upwards
accountability and downwardesponsiveness. There should basically be a framkefon
developing a comfort zone between vertical, hotiaband citizen accountability. There
also should be a coordinated and collaborative atetb achieve results for complex
problems. The overall aim is to have fewer surgritegher safety, fewer direct costs, a
better understanding of risks and trade offs, gastmps between sectors and streamline

international cooperation.

1.3. Establishment of the MPCC

MPCCs have been preceded by the existence of aerushistructures and stakeholders.
This makes sense because of the nature of the Mi®@€ept and the broad outcomes it
seeks to achieve. These are the provision of adbraage of relevant services in an
integrated manner and offer a unique instituticarahngement for partnerships between
government, civil society and business (MPCC Bussnelan, 2001, 3). The structures
and stakeholders are established in order to faeli consultation and community

participation to encourage buy-in.

The government, by creating these structures deekshieve and integrate the principles
of Batho Pele which speak of a ‘people-centred’egnance and placing a high premium
on client satisfaction and redresdB(siness Plan). The Batho Pele principles seek to
place the citizens first and all the activities wllobe to address the needs of the citizens.
This principle according to the MPCC Bisiness R2D01, 5) should create a possibility
for the communities to be able to speak to govenirae one locality, thereby allowing
for the improvement of service delivery by govermm@&atho Pele principle emphasizes
partnerships, collaboration in programme deliveng &ringing government services
together. The three levels are LISSC, PISSC and&0|Sre the Local, Provincial and
National Inter-sectoral Steering Committees whicke advisory and monitoring

committees, the NISSC was formed in June 1999, asmg twenty representatives of



national government departments, eight parastatald three Non-governmental
organizations (NGOs), four research agencies amidrieinstitutions, the private sector
and other stakeholders with various degrees of MR@&est. NISSC is the think-tank
committee facilitating inter-sectoral co-operati@md sharing of resources for the
establishment of MPCCs (MPCC Business Plan, 2001, 7

The second structure is the Provincial inter-settsteering committee (PISSC) formed
by the provincial government information centreshwthe main task of assessing
information needs in communities and developingaiive ways to meet these needs,
identifying means to be utilized to disseminate detiver the services and information,

collaborating with communities and stakeholders addressing these needs and
organizing events for national, provincial and otltakeholder leadership to interact
with communities. The third structure is the Lotakr-Sectoral Committee (LISSC), a

committee which is at the implementation level anesponsible for the identification of

MPCC site, designing the community profile, detemimg the user needs profile of the
MPCC, facilitation of the process towards the dghiment of the management

committee for the MPCC, coordinating the settingofiphe MPCC and coordinating the

launch event (MPCC Business Plan, 2001: 3).

1.4 Problem Statement

MPCCs have been established as vehicles for bddgrated services delivery and
development communication tools. They were estiabdtiso be a conduit through which
the government could bring services closer to thepfe, and create a situation where
communication between government and its custontteesgcommunity is achieved. The
majority of these MPCCs when they are establiseednuch hope is created and people
feel that their lives would be better when serviees brought to them. The lack of
speedy processing of identity documents, sociahtgrand the handling of complaints
would be quickly addressed, and the Government dvdad in a position to raise
communication levels with the community so that evernment is better informed

about the issues on the ground and would be abkspond timeously.



The role of the GCIS within the MPCC is to coordenghe activities of all Government
departments and encourage relevant departments &ndj provide services to MPCC.
However, there have been problems that MPCC direcad GCIS representatives in
these centres have expressed. These relate tooerr®nent department’s withdrawal,
and their absence in these centthereby breaking their promises of delivering sssy

within MPCCs. David Hamson et al (2004: 46) haweld a number of challenges
affecting the innovative mechanisms emphasized msi®ent Mbeki in his speech
during the opening of Parliament in July 1999. Hamst al (2004: 46) outline these
challenges as follows“shortage of staff, especially in the DepartmanBocial Welfare;

lack of resources in the offices, for example, ¢hes a shortage of computers, fax
machines, furniture, copier machines and cars; mowent departments are not
consistent with their service delivery time scheduack of budgeting for the MPCC
initiatives by government departments; inconsisgent the appointment of Centre
Managers; and lack of commitment by government deants in performing services at
the MPCCs". Given these considerations, this statigmpts to answer the following

guestions:

i. 1. Are the MPCCs well placed as focal points fdegmated good governance in

South Africa?
2.What are the factors preventing Government demarts such as Home
Affairs, Labour, Social Development and Governmé&uwmmunication and
Information Services (GCIS) from utilizing MPCCs?

3. What are the problems of governance resourcdsdépartments face whenever

they have to join an MPCC?

4. Have MPCCs succeeded in coordinating activdfesovernment departments and

non-government organisations to provide integrategices in these MPCCs?

The purpose of this study is to develop understandf the complexities of bureaucratic

deficits facing departments in allocating resouraed providing real integrated services

10



in MPCCs. This study focuses on the four MPCCs aw&o and one in Thokoza
namely:

* Ipelegeng Community Centre in Jabavu.

e Orlando Community Centre.

* Chiawelo Community Centre.

» Thokoza Multipurpose Community Centre

While MPCCs are established under the same preasisgbe Peoples Centres that are
established by the Metropolitan Councils, therstilta difference between the two types
of centres. The Peoples Centers’'mainly providesallogovernment services and
information and usually do not accommodate otherg@vernment organizations as the
MPCC does. The Government departments covered wmilthose that offer services
crucial for the direct provision of developmentwsees of communities such as the
Department of Labour, Department of Home Affairgut® African Police Services
(especially the sections such as complaints anttl giriotection), and Government

Communication and Information System (GCIS).

The objectives of this research will be;

* to help identify gaps in the process of delivergmmvernment services and
information in MPCCs;

* to contribute towards eliminating weaknesses in fwicy from the
implementation of MPCCs.

* to sensitise not only the NISSC, PISSC and LISS@uakthe problems that
Government departments experience in the processyinig to establish
themselves in the MPCC,;

1.5  Significance of the Study

This study’s significance hinges on the centraltf the concept of integrated

development programme that the Government has peeaching since 1994. The

11



MPCCs, as evident in the Comstask report (1986)e already in existence even before
the concept was conceived by the NITF in 1996. Téithe product of the struggle for

the liberation of South Africa during the 1980’siethwas used to make a statement to
the Apartheid Government that if it (Government)nst prepared to service the non-
white majority the people themselves will proviggces in an integrated fashion. The
new Government naturally has acknowledged this lzeml taken up and endorsed the
concept because it has proved to work. However, tduthe department’s challenges
mentioned above and foot-dragging by Governmenadents, there is a need for a
serious analysis of the opportunities as well asstaining factors to the effective

operationalization of this model of governancehi@ Republic of South Africa

1.6 Conceptual Framework

Searching literature for the study has been inteiggdecause since 1996 there have
been articles and research reports that were arel lteen trying to define MPCCs. All
or most of the research reports have also beemgtitgi define the steps and process that
lead to the establishment of MPCCs. All the stsidwere retrieved through the
SABINET database and the majority do not criticalwiew the concept of MPCCs.
However, MPCCs are but a component of a broad subjea commonly referred to as
‘alternative service delivery.” Among the studiesrieved, the only one that comes close
to being a critical view is that of Bruiners (200Byuiners (2003) argues that the MPCC
can only contribute to local economic developmértheé communities around Dwars
River Valley have been empowered and have been citaigm to participate

meaningfully in the activities within the MPCCs.

Alternative service delivery encompasses strustutieat, in other countriesvould be
referred to as, for example, the whole-of-govemingined-up government, network
government, cross-cutting policy, horizontal mamaget, interdepartmental actions,
partnerships, joint ventures, or alternative serdelivery. The essential feature is that
these approaches differ significantly with the iiadal ‘silo’ approach of
departments/ministries (Australian Public Servicentission, 2004). Therefore, the

literature review in this study will interrogateeliature that deals with alternative service

12



delivery (ASD) approaches, as ASD is debated iatevnally from such countries like

Australia, Switzerland and Canada.

1.6.1 Alternative Service Delivery

The definition of alternative service delivery (ABDBr more specifically integrated
governance adopted by Szirom et al (2001; 3) sthsgsASD

Is the management of government provided, ausgicegonsored service
through integration within government (to includéernal departments, as
well as other levels of government such as localegmment (State and
Commonwealth) as well as collaboration with othexctsrs outside

government.

Integrated service delivery comes as an attemmgadwernment to coordinate policy and
service delivery activities across organizationauraries which pose a challenge in
administrative systems that are designed to orgaddiberations and decisions and
actions to meet the complex demands of governmenstated in the introduction to this
section,there are numerous terms for describing the chgdierof creating structures to
address service delivery. The whole-of-governmguined-up government, network
government, cross-cutting policpooled budgets, and triple bottom line analysis ar
some of these approaches and challenges, (Austililic Service Commission 2004;
1 and Szirom, T, 2001; 3-4). The Australian Puld&rvice Commission (2004) states,
that the key drivers for such initiatives in gouveents are emerging challenges such as

globalization, budgetary pressures, community etghens and technology.

The World Bank Group concurs with Szirom, T et20(1; 2) and the Australian Public
Service Commission (2004) that the following drsjesuch as thénierarchical command
and control models have not worked satisfactpriith complex problems leaving out

gaps of communication leading to either slow delivef services or no delivery at all..

13



The problems such as poverty, family and communiygfunction, environmental
degradation, drug issues and violence, referreabttwicked” problems cannot be easily
solved, regardless of resource allocation, unless irgegrated approach across
government departments is implemented. There zgreton that the causal factors for
many social problems are the same and affect depats and society negatively if
addressed in a piecemeal fashion. Most governnfanes the question of the costs of
intervention and their escalation with very littevidence of return on investment.
Another driver is that communities are increasingjsillusioned by government inability
to solve their problems of poverty, crimes and othiees within the community.
Government realizes that, given all the other drigad handicaps, the ‘silo’ approach to
service delivery results in inefficient and inefige use of resources. Szirom, T et tal
(2001; 10) have their findings gathered around foymes of integration, which are
service delivery integration, integration aroundgrams, integration around partnership

agreements, and whole-of-government integration

Szirom et al (2001; 11) and to some extent the raliah Public Service Commission
(2004; 2-4) have identified that there are commarriers regardless of the approach
taken to integration which include:

» lack of skill

» lack of will

» financial ‘silos’

* territoriality

* political mandate

* lack of systems integration

* culture

* high transaction costs

e existing structures

While structural, bureaucratic, political and imar barriers are also at play, internal

barriers are the most prominent.
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The main argumentthat government wishes to curb public expendjtberomes the
most fundamental reason to increase attention twdawation of efforts. Another key
driver and motivation from the point of view of img to increase foreign direct
investment (FDI) points to such problems as thag th vertical inflexible bureaucratic
structures, at most times foreign businesses te@come discouraged from investing
in serious capital projects because of tediouslamgl procedures that take months to get
through. The concept of an One-Stop-Shop (OSS)stémdbe very appealing where an
investor would only have to contact one single tgntdo obtain all the necessary
paperwork in one streamlined and coordinated psycather than having to go through a
labyrinth of different government bodies (SaderRE{rieved from October 14, 2005).

1.6.2 Multipurpose Community Centres

Thanjekwayo (1998) argues that every communityshamulti-purpose community centre
that is used for various things in the communitpwséver, the study argues that these
centers are not mentioned in the planning litemtlihe study uses a qualitative approach
and utilizes the case study as tool to collect.datenjekwayo’s study is relevant as a
general study on MPCCs. On the other hand, Bruisérgy (2003) argues that MPCCs
can contribute to local economic development ancey alleviation in the Dwars River
Valley. All this is dependant on the success of mnmity empowerment, community
participation and appropriate Information and Comioation Technology (ICT). The
Bruiners’ study (2003) uses both the quantitative qualitative approaches, in the sense
that a secondary survey was conducted and straicaure unstructured interviews were
used to collect data.

Bruiners (2003) agrees that MPCCs can contributeammunity empowerment but
guestions whether the communities that MPCCs sareein a position to use these
services to their advantage as should be. They ssudarticularly relevant because the
argument for the MPCCs as strategy for local ecaoodevelopment and human
empowerment is central to the present study anduskeeof the qualitative approach is

favoured here as it provides an all rounded study results. The National Information
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Technology Forum (NITF) (1998provides a background that supports all the studies
mentioned above. This is because the researcht rgm@mmended the establishment of
the MPCCs. The report employs both qualitative gudntitative methods to gather and
analyze data.

The NITF study employs 'the dominant-less-dominguattadigm (Cresswell, 1994: 177)
where the quantitative approach is dominant; usjagstionnaires to check how many
MPCCs or community centres there are in the whol®auth Africa and the services
provided by these centres. They were also intatdstdinding out the extent to which
telecommunication and technology is available dedaiccess to these facilities. The case
study method was extensively used in the studyoon éentreslooking particularly on
the number of people frequenting the four centréentified by NITF, and the
information and services they ygkrough interviews conducted that included thetreen
directors. This report has been particularly rehéviar the present study due to its level
of authority by virtue of the research study bethg originator of the concept. The
second area of relevance for the present studyaisdf the methods of collecting data
used in the studyhe combined research design, and most of all éx¢éensive utilization

of the qualitative approach whicas mentioned above, will be used here.

1.7 Methodology

This study has followed a theme-based approacly ukanqualitative method of inquiry.

The chapters were divided according to the themdsrachapters three to five there is a
brief discussion of the methodology followed intgaing data for the chapter concerned.
The qualitative approach is especially approprfatethis study because it is basically
exploratory in nature. It does not intend to influae events to any particular direction but
aims to unearth problems and understand the meamdgexplanations expressed by

departments.

A further reason for the qualitative approach iorder not to confine the study within

the explanatory studies that have been done befoMPCCs, given the unavailability of
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any critical study on the concept so far (CresswidB4). The study has exploited the
flexibility that the qualitative approach allowsterms of designing questions (Cresswell,
1994: 43); this has helped deepen the searchfasathf participants are approached. The
researcher attended one provincial ‘Legothla’ oetimg, organized by the GICS under
the auspices of the Gauteng Prensiédffice, to enhance the findings and compare them

with the structured interview findings.

This study has employed a purposive sampling meithentifying departments that have

been mentioned in the scope. As suggested by Ced#g4®94: 148) purposive sampling

requires that the researcher should idenhigy setting where the research will take place;
for this study the setting will be the MPCCs mené&d in the scope. The research should
also identify the actors or the respondents and trex respondents will be the regional
heads of departments and if there are departmdictats at the MPCCs they will be

interviewed as they are the representatives ofl#partments. The events identified in
order to know what actors will be interviewed abautd the question already stated in
the problem statement, form the central point gliiny. The process which refers to the
evolving nature of the exercise will be identifie@ihe study first identifies the addresses
and offices of the regional heads of departmerd, tae targeted participants were then

contacted to book appointments, in line with ethieaearch practice.

These stagesreate the parameters within which the researabstplace. The strength of
this approach is that it allows “researchers tg ol their experience, ingenuity and or
previous research findings to deliberately obtaamtipipants in such a way that the
sample obtained may be regarded as representafiveheo relevant population”

(Huysamen, 1994: 44). In this way the researchénaseforeable to save time and the

study does not seem overwhelming.

Nevertheless, the weakness identified by HuysamE®04; 44) is that different
researchers may go about in such different waygbtain a purposive sample that it may
be impossible to evaluate the extent to which #rae is representative. Hence Barbie

(1983: 204) states that purposive sampling mayelkee ss based on dseown judgment
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of the situation and thereby may be regarded aayatw do a pretest. However, due to

the size and the nature of this stuttys sampling approach is relevant and suitable.
This study has used the structured face-to-facavigiw as a data gathering procedure.
The Government department directors and deputgtdire in the Gauteng Province were
interviewed by means of the structured intervigiwbowing a qualitative approach. The
reason for this approach is its ease of use; it meagdifficult to complete gathering the
data unlike questionnaires that may not even be returne

1.8 DEPLOYMENT OF THE STUDY

Chapter two is the literature review. The focusl Wwé on good governance, integrated

governance and the eight principle “batho pele”.

Chapter three discusses findings focusing on the aflsMPCC for service delivery

integration

Chapter four continues with the discussion on timeliigs focusing on programme

integration.

Chapter five contains findings withfacus on partnership integration

Chapter six offers conclusions summarizing the auignuis and findings and then draws

appropriate recommendations.

1.9 CONCLUSIONS

This chapter's main aim has been to prepare thengrdor the inquiry that is intended

here. The premise that MPCCs had to be establiase@ne-Stop-Shopping mall for
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Government information and services as statedegaalnd as has been laid down in the
MPCC Business Plaris to bring government even closer to the peopte issue that is
suggested here in this chaptehich permeatethroughout this research paper, is that the
poverty, unemployment and lack of skills and edocain our society, are the results of
the lack of relevant information on what peopleddodo. MPCCs as stated by Peter
Benjamin (1997) and others quoted in this chaater seen as a mechanism that creates a
seamless web and acts as a net to curb any seolalem. Nick Manning (2000), J.
Grieves (2000) and many others have riglatfyibuted this concept to the New Public
Management (NPM) theory which is grounded in theeiency movements discussed
by D Curtis (1999) and many who have expressed thigical views around the issues of
NPM. Therefore this chapter has justified the needndertake this research study to
look at whether MPCCs could further the aspiratiohthe NPM, that is, of improving
accountability and customer service through intégma The literature discussed below
will further reveal the usefulness and or shorteaysiof MPCCs as focal for integrated

good governance.
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CHAPTER 2: LITERATURE REVIEW

2.1. Introduction

Literature in this study is divided into two seciso The first section is on MPCCs and
the second section is on the integrated servicgetglusing the centre approach. This
section looks at methods and themes using the ecagproach around partnership,
programmes and services delivery. Information aidrature reviewed here was
retrieved from internet publications of institutgyrjournals from library databases and
research reports of institutions and students. stbhdy does not claim to have exhausted
all there is around this particular topic due te ize of the research report and the time
allocated to complete the project. However thosielas and research papers selected

tended to be of particular importance to this redea

2.2.  Multipurpose Community Centres: Definition andJustification

The National Information Technology ForuMITF (1998: 2) was formed to look at the
feasibility of creating MPCCs as a result of theerast generated by a number of policies
and development debates “especially those that arexend the Information Society and
Development Conference of May 1996”. The argumeatly was around the topic of
this research repqrtTo place MPCCs as focal points for integrated djgovernance”.
How can Government and non-government organizagmasdepartment work together
to deliver services to both business and peopl¢herground. The justification behind
such interest was that Government should creatmducive environment that will fast
track entrepreneurial skills and opportunities tloe previously disadvantaged to bring
about some level of equity. The former bureaucrhticdles were to be removed and
opportunities created where people live. Berly@9(@ 1) writing in the NITF (1998)
report, in justification for the MPCC, states thia¢ “nomenclature used to describe the
MPCC concept differs according to the perspectivethe persons and institutions
involved”. This is true because, for example, thare integrated services provided by

health institutions alone and those provided byirtass as well. The emphasis here is
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that MPCCs should be “one of the best ways to rélaelpreviously disadvantage urban
and rural communities” (Berlyn 1997). Thanjekway®948) argues that every
community has a multi-purpose community centre thatsed for various things in the
community He illustrates further that MPCCs playaa important part during the
Apartheid era in mobilizing communities around @ltgive community development
projects, and that therefore they now find themselwell located and strategically
positioned to carry the mantle of development. Fherview in the article published in
the Government Digest August (2000: 2when the Nobuntu Multi-purpose Community
Centre in Worcester was opened, states clearlythieatentre aims to assist the poorest
first, and that most of the centres will be lodate the rural areasn line with the
Government-integrated sustainable developmenteglyatAn agent of the GCIS was
qguoted in this article as saying that “We are patérly targeting areas where the level of
social development is low, to ensure our servieash the poorest of the poor”. Berlyn
(1997:2) illustrates by way of a diagram how the @@Pintegrated governance would
have to be analyzed, and the features that would tabe looked at when reseanche
begin to scrutinize the MPCC.

Berlyn (1997: 2) states that community participatjostifies the existence of the MPCC
as one of the initiatives that could be used irorgsgy the social fabric of the South
African society especially that of the previousigatlvantaged which was destroyed by
the previous apartheid regime. Another advantagtisfsystem is that the communities
themselves identify the services that they needvé@Bment Digest 2000: 17). Berlyn
(1997: 2) takes this point furthestating that the community itself is a “plethor o
contrast” as regards literacy and numeracy, langiuagportunities and access to services
and goods. “This diversity is the most importanas@en why a common thread is
necessary to pull all the separate parts togethand further, that the strength of any
nation lies in its unity of purpose, its unity aftsn and its unity of effort. Such evils as
crime, violence, apathy and self pity could be faugy a strong cohesive community (in

its broadest and narrowest sersayet the nation back into ‘lets do it ourselveside).
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Empowering Communities

Networking
telecentres

Community
media

Multi- National

Communit purpose. Information
imunity community Policy
participation centres (DRO)

Government
service
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(RSA)

Capacity
building
(UNESCO)

Universal
Service
(UNESCO)

The capacity building circle refers to how the lskdnd knowledge are transferred. The

communities where the MPCCs are targeted to beeglaclocated are usually composed
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of a large number of illiterate members and thestHor learning could be cultivated and

encouraged by those who were fortunate to be ulaane capacitated.

Telecommunication services are noted because of ¢hatrality in a new information
society as vehicles that could fast-track develapmeEhe internet, email and the simple
old telephony could assist in making informationl @ervices from various organizations
and department easily accessible. For example,irgpridrms and curriculum vitae,
receiving tenders and sending application, continiguelectronically to a development

and policy drafting could be done via the internet.

The availability and existence of such infrastroetias the internet and general
information technology and the MPCC would only haWwesction and benefit if guided

by a certain set of rules and regulations. Theonati information policy covers such
issues as intellectual property and freedom ofrmédion as well as enabling the free
flow of information between the Government andpbkeple. Therefore, the inclusion of
information policy in discussions of the MPCC canhbe avoided.

Government services cover a whole range of aspécisy health care and welfare
services through to education and training. Coupl#gld such aspects covered under the
information policy, the sustainability of MPCCs adal points for delivery of
Government services would have to, as part of ddoernment agenda, create access to
services such as information of (government anérpthccess to telecommunications, as
well as access to electronic libraries, communigdia and business opportunitiésr

which provision must be made for in an MPCC.

Universal service promises to make communicatiorailable to all through
liberalization. The South African Universal SendcAgency is hard pressed to make
these services available. While the Government widve to pay for these
telecommunication services, they have to be madédadle at the reasonable cost or at

no cost to the poor communities of South Africa.
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“Community mediais a collective name for media owned by the comitguand people

have argued that this non-profit media should farmucleus of the MPCC. It is proposed
that community media should especially be in thalrcommunities where illiteracy is a
central problem. This could be a community radiat tthould be placed as a priority but

not to the exclusion of other services.

Bruiners (2003) questions the fact that the MPC araly contribute to local economic
development if the communities around Dwars Rivalé&y are informed and have been
empowered and capacitated to participate meaniggfol the activities within the
MPCC. MPCCs can contribute to community empowernogiy when the communities
that MPCCs serve are in a position to use thesdcssrto their advantage. The question
is whether the integrated nature of the MPCC isadffely utilized by the community
and the service providers to empower the commusnitieo use MPCCs. The argument
for the MPCCs as strategy for local economic dgwalent and human empowerment are
central to the present study and the mix of trgnamd capacity building in general
features as the main component in Berlyn's (2P0&nalysis for empowering
communities. This study focuses on the issuesaihitrg and capacity-building within
the MPCC in Dwars River Valley and states that ahthhe communities are trained and
ready would the MPCC be able to offer them the athge of going further, so that their
economy would steadily grow.

2.3. The Integrated Nature of the MPCCs

The NITF report (1998:4) states that “MPCCS carresklthe ‘interaction gap’ of lack of
coordination between various stakeholders (bothoadly and horizontally) and the great
need for capacity and resources in our communifi®BCCs can be a key delivery
mechanism for the Reconstruction and Developmeogram (RDP)’, and community
development projects” (NITF, 1998: 4). Peter Benfa997: 43) takes the description
and the concept further stating that MPCCs arecttres enabling communities to
manage their own development affairs, by providiragning and information access in

appropriate facilities. “In all cases, the sharaigacilities and the synergy of providers
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should result in more-cost effective and efficiprivision of services.” Benjamin (1997:
46) illustrates this point further using the Johesturg One Stop Service Centres as
examplesstating that such centres could range from beargptaint submission points
or help services to fully fledged multipurpose segvcentres providing, for example,
family counsding and offering HIV/AIDS counseling and education training young
people in pottery. He states that “the common denator is providing an accessible
infrastructure that can assist members of the comitsnun dealing with enquiries,
complaints and requests. It entails an attemptiamidtive to break down the walls of
bureaucracy in order to provide the community vaitkingle point of access.” (Benjamin,
1997: 46)

The integrated nature of MPCCs is taken furtheBhbtcher (1998: 55) in his discussion
of the “Role of Multipurpose Community Centres imstance Education”, arguing that
“... community centres could fulfill a range of furais above and beyond the provision
of education and training such as public telecompation services and access to
information technologies.” Like all the commentatajuoted here, Butcher (1998: 55)
concurs that “MPCCs can enable communities to mariagir own development by
offering a wide range of community-managed servi@soss sectors such as
information, housing, education and training, Healbd welfare.” Left out in this list is
application for ID and other legal documents haddlg the Home Affairs Department,
which could help facilitate business developmemnt ereate good business and economic
environments. This point is further illustratedtie Government Digest (2000: 18) that
“... our government departments cannot work in isotatWe have to interact with non-
governmental organizations and community groups fmmch partnerships wherever

possible”.

Once again Thanjekwayo (1998:5) emphasizes thisit psiating that “community
information centres are seen as essential in imgdimg government community
initiated programs. They can also help in identifyicreative community informed
strategies to meet the needs of the historicalsadirantage communities in South

Africa”. Thanjekwayo’s study investigates the rofeMPCCs in development. He also
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scrutinizes the role of telecommunication and piagnthe role that planners in the
community and within the MPCC could play statingtttMPCCs could be used to
support community participation as well as fadiétdetter and inclusive participation.
Thanjekwayo’s argument in his study is that plashevork of helping develop the

community can only be successful if the right imfation is accessible and available for
use in the process of planning. Therefore for pasiio coordinate projects in a given

area, planners should be informed of the needpeotidems within the community.

Given the above argument, telecommunication andrd@T technologies are absolutely
essential in the integration of society as a wlaold communities in particular. “It is the
telecommunication network that enables people tarcanicate with one another over
long distances, both within and beyond bordersefdountry” (Thanjekwayo, 1998:61).
ICT is also said to be a promoter of horizontatéiohange among people rather than only
from the experts to the communities. Therefore IGfe a major component of the
concept of MPCCs and the central role that ICTy glaables communities access to
government information and insight into the procdes leads to acts of parliament. It
provides access to important government documdntsugh the tele-centres housed
within the MPCCs. Poor communication and powenhgffective technologies in ICT
could hinder the speedy progress in developing coniiies. Thanjekwayo (1998: 53)
makes reference to the fact that planners in tts¢ ¢ia not see telecommunication as
central in their planning of cities. They “assumed that cities were physically integrated
places amenable to local land use and developnadicigs that would then go to solve
their economic, social and environmental problemSt they concentrated on the
physical movement of goods and services because ltbkeved that everything was
located in close proximity, ignoring telecommunicas. The MPCC through its unique
nature of allowing the co-existence of multiple amgations and facilities within,it
including tele-centres and Government departmefdsilitates the easy flow of

information and services unhindered.
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2.4  Methodology used in the NIFT Report

The NITF report's (1998) methodology using a combion of tools such as
guestionnaires counted the number of MPE&dre around the countrnywhich amounted

to 235 in total. The survey was done based onioecttegories such as the availability
of telephones or the distance to telephones, numbeomputers and access to email.
While the case study method concentrated on a &stoffs such as the sustainability of
the MPCC.s involving such facets as financial aalitipal issues that help in prolonging
the life of an MPCC. The ownership involves issgash as the management structure,
which ideally should e normally be small and e#fiti management structure is important
for the successful running of an MPCC. The linkagesaning the extent to which the
MPCC is able to work with other MPCCs and orgamireg offering similar services and
information is also important Communication on matters of camnnterest which
could bring many far-reaching spin-offs should Imelertaken as smoothly as possible.
The structures should take into account the faadtttie services provided may vary from
area to area. Here it is stated that one of thé degices that could be offered in an
MPCC should be demand-driven, defined by the conityyuwhich in turn means that
the community would be prepared to sacrifice thegsources to get and maintain those
services. The fundraising strategy of an MPCC & iost important elemenivhich
should be accompanied by a clear business plan.

All the studies considered abqvexcept Thanjekwayo (1998)employed both

guantitative and qualitative approaches in gatlgeaind analyzing data. The quantitative
method was used by Berlyn to provide informationtlos population of the Dwars River
Valley and other aspects of economic significat@wever, interview and observation
methods were also employed to qualitatively prowite extent of the problem around
the inability of the community to take up the prase of the integrated services found in
the community through the MPCC. Thanjekwayo (1988&d a single method, the

gualitative methogdin investigating the Community Development.
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2.5 Integrated Governance as an Alternative ServicBelivery Mechanism

Multipurpose community centres, as illustrated apoae based on the concept of
integrated service delivery. International literatdrom countries such as Australia and
Switzerland where the integration of services has long beastjmed is reviewed here

for purpose of confirming the centrality of MPCCs @ntres of good governance. Dr
Tricia Szirom et al (2001) and Dr Ursula Stephét®¥)6) have been found to concur with
the fact that MPCCs have the opportunity to aghistintegrated development planning
and delivery to communities on behalf of governmdritis section will focus on the

background of the concept of new governance aragjiation of government services in

various ways and methods.

According to Stephens (2005:1) public sector refgrespecially in the United States
emerged from the ‘new managerialism’ of the 198@sugded in the concept of
efficiency with the greater part of the discourgenly borrowed from the private sector
management. The aim was for government departms&tatsitory authorities, to improve
financial management and accountability which, tawdre moved governance a step
away from a command and control mode of governégmg®vernance through multiple
stakeholders (Szirom, 2001:1). This was done tjinqarogram budgeting and evaluation
systems and enhanced administrative accountaliliugh judicial review, freedom of
information legislation and parliamentary commitszutiny (Stephens, 2005:1). The
Department of Families Governance Handbook (200R2)Awstralia has a detailed
explanation of how governments across western deri@s have been preoccupied with
finding ways of improving service delivery outconfes the public and prompted these

governments to find new ways to improve servicéveey outcomes for the public.

Szirom et al (2001: 4) discusses the reasons fegrgments to integrate, in a simpler and
more detailed manner, stating seven drivers ofgmateon. These state that decision
making and services delivery in a hierarchical candhcontrol models of governance

had been found to be unsatisfactory and not workifige discovery by modern
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government is that, irrespective of whether theueses are efficiently allocated or not,
there are some problems that cannot be solvedaittiese is integration. These are such
issues as poverty, family and community dysfunajoanvironmental disintegration,
drug issues and violence, to name a few. TheselggnsbSzirom et al call ‘wicked
problems’. They are based on the recognition thetynof the causes of social probem
are the same. These aescalating costs of intervention with little evide of return on
investment; communities gradually becoming disibued by the lack of effective
government service delivery and inability to sopreblems; the silo approach resulting
in inefficient and ineffective service delivery an@ste in resource of government; short
term approaches such as a “one- —off” pilot, whacd not usually turned into serious
sustainable projects; and finally the dissatistact@bout the “one size fits all” solution

approach.

The Handbook (2002:6) continues and states thablamon theme across many of the
initiatives implemented through successive govemisjarrespective of political party in
power, has been the notion of working with otherther sectors, other government
agencies, or both. This notion has been refleatedtrategies around collaboration,
partnerships, coordination, integrated planning e®dr approaches, joint ventures,
cross sectoral agreements or compacts or the dedignols such as protocols or
memoranda of Understanding”. Szirom et al (2001usBs these factors as a framework
to organize their case study findings. In summagzthe reforms of governments
especially in Australia Davis and Rhodes (2000) tgdoin Stephens (2005:2) have
“identified six dimensions —marketisation, corperahanagement, regulation, political

control, privatization and decentralization”.

2.6 Definitions and Service Delivery Integration

As stated earlier Szirom et al (2001:4) identiftbsee service delivery integration
approaches using these to provide direction inyaimed service delivery. However

before discussing these approaches Szirom et @L(&) defines integratiQrstating that

itis a “catch all term’ for activities which alude some acknowledgement of mutuality
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i.e. reciprocity of bi/multilateral links”. Howeverthey state that the core event is
integration which implies “organizational fusiontrjost collaboration or organic links”.
They list activities that fall under the rubric ‘bitegrated governance” such gmoled
budgets when several government agencies bringhtagtheir budgets to operate in an
integrated pool; the triple bottom line analysisietthaims to address these issues in a an
integrated manner; Government/ Voluntary Sector Qaxts or other partnership
arrangements with the community/ voluntary sectemti@l in promoting interest and
buy-in from the community, very popular in Southridd and being encourage
especially at the local level. Partnership with piiate sector this type of integration is
important because it encourages the businesseésviccemmunities and government in a
new light that says people are not only marketstbat they are the ones that sustain
businesses through their income. The partnership ather levels of government aims to
close the cracks in service delivery through progre integration and projects to
address the ‘wicked problems’ that may otherwiseb®oaddressed if departments were

to go it alone.

Whilst this is a range of activities that refleatsituality, Szirom et al (2001: 3) in their
footnotes admit that the definition of governangethie World Bank (1992)adopted by
the Australian Governance Handbook (2002; $3ys that it is “the exercise of political
power to manage the nations affairs”. There is lageace of common usage of the
concept as evident in the literature, althoughzss et al (2001: 3) illustrate, the term
has increasing meaning as a concept with integratigplicit in its functioning. They
further state that the concept of integratiauhile it is value laden, is less complicated,
Integration as alluded to earlier is used to meath bntegration within government (both
inter and intra) and collaboration with other sestoThe Governance Handbook
(2002:11) whilst it agrees with Szirom et al (2001:3) andnmathers, also tries to
elucidate further by stating that “the most rectrtn to emerge which encompasses
integrated approaches to services delivery isdhatvraparound case management’, the
notion that a service system is somehow ‘wrappedrat’ a client or family, conveying a

sense of safety net or strong support, and of agemorking together”
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Szirom et al (2001:5) have simplified and fused tlo@cepts around service delivery
integration and governance as stated eatbecreate a workable framework that they can

use to organize their case studies.

Service delivery integration is the first themethe framework and means that “the
organization offers a tailored package to meet @ent's articulated needs) based in
part on the organization’s understanding of the kEvents, such as having a baby,
becoming sick or disabled”. The service offeringe thuties crosses departmental
boundaries (Szirom et al 2001: 5). They give thengxle of the Centrelink in Australia

and Service Tasmania in News Zealand.

The second theme in the framework is integraticuiad programmes which concerns
the wicked problemssuch as regional development, community renevgikteen days
of activism against women and children aliuas the South African example, crime
prevention and HIV/AIDS.

Integration around partnership are partnershipschvhare entered into formally
sometimes with memorandum of understanding (MOUgudtents signed between
organizations. These are usually based on the fatadeling by both sectors that the
effective delivery of a range of community service=quires productive working
relationships based on mutual respect and coopetfafThe MOU establishes a shared
purpose, shared principles, performance monitorprgiciples and shared skills

development goals.

The “whole of government” approach is the last taemthe framework and the example
is adopted from Victoria in Australia. The poliawfmework to guide join up government
in Victoria includes a triple bottom line framewonkich is believed to lead to focus on
improving outcomes for the community in economigyvieonmental and social
wellbeing. There is a focus on organic joining tpotigh attention to the “why” of

integration by focusing on outcomes.
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2.7  The Benefits and Limitations of Collaboration ad Integration

Szirom et al (2001) have listed the barriers aroathdour themes of their framework.
The New Zealand Ministry of Social Development Forkstream Report (2003) also
came up with the benefits and limitations of intggm or collaboration. They however
separately deal with the barriers, unlike the Smiret al (2001) study. The Final
Workstream Report (2003: 10) benefits are simoaht reasons referred to by Szirom et
al (2001) discussed earlier in this chapter askedcproblems’, such as “better integrated
service delivery, [as] the key means for effecivatidressing complex social problems
and achieving better outcomes for citizens”. Hosvethe limitations deserve scrutiny
because this report pays special attention to tfienmtations). The Final Workstream
Report (2003: 11)while it acknowledges the evident benefits that ba gained from
greater coordination of service delivewarns that there are limitations and that theee ar
clear messages from the literature and practit®tiest collaboration is not a panacea.
Coordination in itself cannot counter the effect ainstrained funding, legislative
limitations on agencies activities or lack of sdllpractitioners in a particular area.

The New Zealand Ministry of Social Development Fivéorkstream Report (2003: 11)
continues to point out that collaboration is timed aesource intensive. It states that
decisions are required about when collaboraticapjgopriate. Pointing that some of the
trade offs would have to be considered through cgolprocesses at the central
government level. Departments will need to deteeman approapriate balance between
the responsiveness of services developed throutgbocation at the local level, and the
potential inequities of provision which may arissvween localities from this approach.

Other trade offs, as the Final Workstream Repdd08211) continues to point quieed

to be made at the local level. Organisations needetide the appropriate balance they
wish to strike between devoting time and resoutoesollaboration with other agencies
and meeting their obligations in delivering theecbusiness of the agency. Each situation
is different, there is no single approach to callation and no step-by-step method for

developing collaboration. Organisations need toclsar that they have adopted an
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appropriate collaborative models and processeshige the objectives of each specific

initiative.

The barriers that tend to impede coordination artdgration identified by the State
Services Commission in the Final Workstream Ref003:13) are separated into two
sets. The first set of barriers identified were mgether by the Group of the Review
Centre (2001) according to the State Services Casian (2003:13) and these were
broadly between organizations.

The first barrier identified here is that of Mitésand citizens having to deal and interact
with a number of government agencies. The firsitétion barrier is the frequency of
structural change, including a separation of polimm operations, which has led to
devaluing of service delivery. The second limitatie a diversity of regional boundaries
across the different departments, (in New Zealanexample fieldwork revealed further
diversity with local authority and with iwi boundes). The third limitation is the
centralization of services by some agencies tonthe centres, leaving some agencies
without representation at local level. The foulithitation is the fact that there are
various levels of delegation within government dapants. The fifth limitation
illustrates that there is a division of financiakources into large number of small pools.
The sixth limitation is from outputs that focus angzations on the delivery of core
business at the expense of ‘whole of governmergt@xhes. The final limitation is the
existing public service culture that is risk- awersther than fostering innovation and

progress.

The second set of limitations identified by thet&t&ervices Commission (2003: 13),
were extracted from the literature reviewed andnfitbe fieldwork, and were as follows.
The fact that there is no one agency at the cemitte an overview, no government
agency at the regional level with a clear mandatiead regional initiatives, an increase
in competition for resources between agenciesn#tere of funder/provider contracting
regime, overall funding pressures limiting the lewé resources that is allocated to

coordination and collaboration, a tendency for s@gencies to shift responsibilities to
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other agencies, withdraw from collaboration, diéigces between agencies priorities and
national policy drivers which make it complicatedidentify common interests, and the
use of the Privacy Act 1993 in New Zealand to lithe exchange of information across
agencies(New Zealand Ministry of Social Development, 2003). The Kgautswane
MPCC mentioned in the South African Public Serviéemmission (2003: 12), that
clients of the centre complain about the centradpenliticized due to an alleged conflict

between the centre manager and the municipality.

Szirom et al (2001) extract barriers from the csismlies findings and categorise them
according to the four themes of the research. Hewev these levels the barriers are
listed as they impact on various levels. The besmmeuld be impacting at the government
level, senior management level, programme managelenei and at the service delivery
level. The barriers at the government level aréedtas being impacted by the political
cycle, public attitude and political accountabilitgzirom argues that government or
strategy level is responsible for theories, pritespand frameworks and it is in this level
that there is the most commonality and compatibillthe mandate for policy direction,

programme development and action resides at thisl lef government. Integration

breaks down with targeting similar groups througplethora of strategies. Integration

can be assisted through adoption of integratecoogs.

The barriers at the senior management level ack teabe impacted by departmental
silos, lack of relevant data, lack of flexibilitynifunding arrangements, poor
understanding of performance indicators and acedulity of decision making. The
argument here presented by Szirom et al is thdtoaty for policy development and
resources allocation resides at this level. Thatgst need from the barriers to integration
lie at this level. Integration can be facilitatéatdugh systems change such as outcomes

based funding, joint KPI's and integrated IT syssem
The barriers at the programme management leveliigdehare those such as lack of

relevant data, lack of flexibility in funding arrg@ments, poor understanding of

performance indicators, mismatch between policyedijes and programme outcomes
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and accountability of decision making. The pointdmaere by Szirom et al is that
authority for implementation of policy and expemndé of resources resides at this level.
Core business and accountability issues conflicth wdesire to integrate through
collaborative working. Integration can be facilgdtthrough the willingness and passion
of key players to working together, the poolingesources, articulation of shared vision

and purpose, and the relinquishment of some control

The final barriers discussed from the findingsha tase studies by Szirom et al impact
on service delivery. These barriers include inadégjumanagement processes,
inadequate, inconsistent and inflexible resourcgéismatch between local demand and
policy objectives, mismatch between government $o@n accountability through
procedures and due process versus frontline wadid®urs on customer service and
community focus on accountability through persaral professional integrity. Szirom et
al argue here that authority for flexible servioglivery and expenditure of resources
resides at this level. This is the level which elgreces the greatest frustration with the
lack of integrationwhether from the perspective of the customer erftbntline worker.
Integration can be assisted by the developmentltdaated services through One-Stop-
Shops, for example, integrated and ‘intelligent’ dfstems, and pursuit of networking
and service coordination options. Szirom et alesthierefore that their research has
revealed and has demonstrated that each level tegarg is hindered by the lack
integration above it. The Sebokeng MPCC is thegueréxample of this challengtor
instance the shortage of manpower at the SouttcafrDepartment of Social Service
affects the Social Workers at the MPCC in Sebok@&ihg. stringent policies and difficult
laws in the social responsibility units of corperatompanies and the South African
Department of Social Welfare affects the NGO’s @RD’s operating in the MPCCs so
that they find it difficult to apply for funding a@hence they have a problem of finance to
deliver services to the community (South AfricarbRuServices Commission, 2003:12)

Szirom et al (2001) also mention that for each ll@iscussed above there are certain

conditions and factors required as a rule in ofdeeach level to live up to its function

and to easily integrate. Taking the last level ubsed here, service delivery, the
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condition required for instance is the authorityatti, capacity to implement policy and
programme objectives, and adequate resources doegses and adequate resources for
implementing of services, while the factors reqaifer the fulfilment of the preceding
conditions include commitment to functional colladtion and coordination,

understanding of local environment and capacitypémage local resources.

2.8. Conclusion

In conclusion therefore it is imperative to note fact that the literature reviewed here is
by no means conclusive. Due to the size of thidystiterature could not be exhausted
and it must be recognized that the subject of natiegl services delivery has recently
gained popularity across the globe and there has geadually an information overload

around the work in the subject.

Secondly, the literature reviewed above has betattee and reviewed because of its
direct impact on the concept of the “One-Stop-Shoptel of integration and the issues
that have been observed by the author of this pageshortcomings, as well as
advantages that mdpe achieved if all the limitations and barriers aveided and tackled
in planning for Multipurpose Community Centres &né —Stop-Shops” for integrated
good governance. It is evident that service dgfivetegration in any form has several
advantages and government and communities have madyvarious benefits to be
gained from collaboration and integration. Theransmplicit acknowledgment from the
literature that not all types of integration arkevant for integrated services delivery, yet
the explicit perception that permeates throughhedlliterature makes it obvious that the
“One-Stop-Shop” model of integration is the betgtion despite all the barriers and
limitations stated here. The following chapteii attempt to confirm or disprove what
the literature has stated here and also attenguirtbrm and disprove this by focusing on
the South African context of the MPCC as a “OnepSitopping” Mall for non-

government and government services.
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CHAPTER 3 SERVICE DELIVERY INTEGRATION

3.1. Introduction

This chapter is focused on the theme of integragimund service delivery based on the
findings about the concept of MPCCs as integratmatlggovernance. The structure of
this chapter will begin with a discussion on théirdgon of service delivery, what it is
and why it is important. This discussion will albaefly delve into the integration of
service delivery. | will also continue to the finds from the interviews conducted

around this question of service delivery integmatio

3.2. Integrated Service Delivery

Integrated Service Delivery, as Sigidi and SetiO@0definethe conceptvith reference

to MPCCs, “refers to a variety of services that banaccessed from one centre. This
means therefore that communities will not havedwdl long distances to access services
and information, but would actually get that fromeestop government information
centres. An integrated approach will avoid dupiaratof services and assist in saving

costs”.

Service delivery as a popular concept reallyas the South African Public Service
Commission in their MPCC evaluation report (2008}es that “governments around the
world) are concerned about improving service dejive the public service. To achieve
the government’s service delivery improvement dibjes, emphasis is placed on
efficient, economic and effective use of resourcé¥reasingly governments realize that
even their own citizens should be seen as potemastors in the same way as they
regard foreign direct investors (FDI's). Frank Sadeiting for the World Bank Group
states thatwhilst the country’s attractiveness to FDI and ftasibility of the individual
investment projects is linked to a country’s pol@wironment, this not only refers to the
dependence on the legal overarching framework @rgéneral policy prescriptions but
the practical administrative implementation of #hgolicies is equally if not more

important.
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Sader (retrieved 14 October, 2005) continues te skt “administrative procedures can
pose serious impediments even in countries witla@yarently quite liberal investment
environment”. Many countries realize with great stration that even after the
introduction and implementation of good industnfiges, liberal labour policies and
general broad liberalization policies, companiesd abig corporations complain
continuously about difficulties of investing anchning businesses. This means therefore
that there are a number of drivers for the improsetof administrative service delivery
(Australian Public Service Commisision, 2004). Theme “globalization, budgetary
pressures, community expectations and technoldgstler continues to emphasise the
fact that investment promotion agencies recogn&éy en that promotion activities by
themselves are not sufficient to attract investorshe country, stating that investment
promotion strategies could easily backfire. A gamgestment promotion strategy might
result in a good strong response from overseasiorge drawing many strong potential

investors to visit the country to explore busingsssibilities

In situations where there are serious flaws in aldeninistration of procedures and
policies potential investors are likely to find out faskderiences in applying for visas
and passports, and customs procedures might be takérst indications, let alone the
obstacles that might then be seen to exist inelyestration of businesses and obtaining
business licenses. The extent to which the locatstor might be discouraged from
starting a business as the result of these probieigist also be a devastating economic

disaster for the future of a country.

The new public management (NPM) approach has beepted, which has as its
prominent theme restructuring and transformatioifd/Bank Group). Service Delivery
in terms of the NPM approach has been a growingesigee and alternative methods had
to be found in order to meet the goals of respdagjbvernment. The World Bank Group
states that “governments have experimented withrrative organizational designs
because hierarchical, vertically-integrated depeni®m have proven rigid and

unresponsive in a public sector environment thangseasingly complex, turbulent, and
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demanding”. Therefore, the World Bank warns thatbundling bureaucracy through
alternative service delivery (ASD) is an innovatiesponse to the pressures of scarce

resources and the public insistence on improvedcssr

While the NPM approaches are strong in many goventsnaround the world on the
issue of service delivery and bases upon the griv@nagement of bottom line, it is
interesting to draw on the argument by Mintzber@9@ 75-77). Mintzberg argues that
the belief that Capitalism has triumphed and weciaigens are now being viewed as
customers of governments is false, because ir@avihg the societies of the West out of
balance. That the imbalance will favour privatéheatthan state ownership will not help
society. His motivation is that commentators likdtdéh Friedman of the University of

Chicago School of Economics are fond of comparidwtwthey call “free enterprise”

with “subversive” socialism. Mintzberg (1996:75)t& that “the very notion that an
institution, independent of the people who congiity can be free is itself a subversive

notion in a democratic society. When the enterprége really free the people are not”.

Mintzberg is generally not against the fact tharéhare privately owned corporations
that should and are serving the people well. Miatgls argument in relation to this
paper here really is that we should take a looklst ‘customers’, this now fashionable
word, used to mean. He states that there is lay@pulation in the provision of goods
by the private enterprises using long pursuedegras of ‘planned obsolescence’ — a
euphemism for building quality out. He makes anneple of the company thaihstead

of selling more toothpastéirst made the opening of the toothpaste tubedrigod then
marketed a toothbrush with longer heads. Mintzlbefgses to be called a mere customer
on the basis of this, but states that he expectesong more than arms length trading

like the private companies, and something less thacouragement to consume.

Service delivery is therefore more complex thanivdey of a mere product like
toothpaste. Highways, social security and econgmiay involve complex trade offs
between competing interests (Mintzberg, 1996: Fg)states that when a citizen receives

something like education from government, a profesd service, a label such as ‘client’
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is more appropriate (Mintzberg, 1996: 77). He farthrovides an example that “General
Motors provides automobiles to its customers, Earsd Young provides accounting
services to its clients” (Mintzberg, 1996: 77).al services we receive from
government are professional in nature. The mosbrtapt point that Mintzberg (1996:

| 77) raises here is that fact we are citizens with rights that go beyond thfacustomer
or even client. The large number of services predicdoy government, including
highways, social security, and economic policy,ole complex trade-offs between

| serious competing interests. Therefore, servitigatg, in a nutshellis more than being
a customer and client. It is a professional serthe¢ should be provided by government
within the rights of citizens. The service of caishould be businesslike but still have

some humanity within it.

It is interesting how Curtis (1999: 266) definevygmance, stating that governance in the
context of a transforming state like South Africaabout handling the micro-political
processes within organizations, within municipatand rural communities and areas as

well as between local governments and higher lautiorities.

However, the central issue is that these procasseb/e creating numerous networked
relationships as well as establishing the comnstie®ed forums through which different
parties can be brought together to define localipdnod, to find ways and means of
harmonizing or negating conflicting interests; tengrate the energy to find and gain
commitment to solutions, to draw in external resear to get things done by the
municipal bodies or by private or community bodiesid to fulfill numerous other

responsibilities which local leaders could artitelaetter than any outside theoretician.
This process according to Curtis (1999: 266) sheoake place prior to the provision of

| houses or drains, which cannot be expected to rabter without it. Curtis (1999)
discussion centres around the process that leadsatantegration of service delivery,
that without 'a-politicization’ of various interegtoups and parties and eliciting a buy in

| from the communities and parties involysédrvice delivery may not effectively take off.
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3.3. Findings in Relation to Integration Around Sevice Delivery at the MPCCs

MPCCs, according to one of the respondents, aegrated servigeand their main
purpose is providing a real one stop shop sentics. expected that when community
member or family that enters an MPCC with a sograblem, they would be able to go
to the social welfare representative and througtt tifice when the real problem is
being diagnosed, other offices would then be as&ddcilitate other matters that would
help solve the problem, either through the provisasbthe right information on what is to
be done or by providing what the person or famégads. All the respondents interviewed
did state that they work with other departments moakgovernment organizations within

the centres on a daily basis to deliver services.

The fact that people in the community are in thsitgmn to go to the MPCC and move
from door to door accessing the various servicéred at the MPCC should be seen as
evidence of integration around service delivery.eéample was provided of one MPCC
which works closely with local countilrs, especially the Home Affairs offices within
the centres, to let community members know aboeitstiatus of their applications for
identity documents. The courlat would during ward meetings deliver the inforroati

to the communities and people would then fetchrtig@ntity documents or provide
information required by the relevant office.

The Thokoza MPCC has a Social Welfare office argldmnfirmed that they work very

closely with the Home Affairs department which @ get within the centres but has an
office in a shopping centre nearby. People who hanablems and need the Social
Welfare Department to intervene come to the ceatiek if the problem is around issues
of legal documents then the letter from the sowiadkers would then be provided to the
Home Affairs department and the documents woulgrbeessed immediately. The same
thing happens for instance at the Ipelegeng Commy@entre where social workers who
are not from the Social Welfare Department opefrat@ the centres funded by an NGO
and assist people with various probles@me of whom may have a family member with

HIV or are themselves HIV/AIDS suffers. The SocMlorkers would then after
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counsding and diagnosing the problem, send them to iwenBhip AIDS Project within
the Centre for further help. If, however, they atged a grant then the Home Affairs
Department operates within the centre on certays d& the week and these community
members would be referred to the department withhal required documents. Some
problems that come to the centre are solved bylilthary where some young people
come to the library and through some encounter avithrarian would discover that there
is a Youth Development Centre within the MPCC sufgzb by Umsobomvu Youth
Fund to train young people in entrepreneurship and tihabugh this office the

Department of Labour sometimes advertises cerg@mership programmes.

However, there are shortcomings and barriers witinencentres as mentioned by some of
the respondents especially the centre directors.fif$t problem stated was that MPCCs
would provide a more integrated service delivergndre government departments were
more interested in bringing their services withilfP®Cs. One respondent stated that
when they launched as an MPCC many Government thegats had agreed that they
would be delivering their services within the centra board was printed with

departments such as Labour, South African Policeptaints agency, Home Affairs,

Department of Social Welfare and Development. Whhely were suppose to come to the
centres to deliver their services, however, depamtsrwere reluctant and some did not
even turn up at all. Some came for a few weekstlae withdrew. Therefore, not all the

services that people require were present at thieece

Another centre director stated that the Home A$f@lepartment for instance was invited
to come and take an office at the centre and tiebpa come for a number of years until
now. However, even now that the process has staresdstill are not interested to push
the Department of Public Works to speed up the ggecThe Centre Director went
further to even state that according to the infdromahe received from the Department a
sum of two thousand rands needs to be paid as @sididpr the Department to start

operating in the MPCC but the Department is nariggted in doing this. So the Director
sees the problem being located within 'red tap€ as a lack of interest from officials in

taking their services to the people.
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One of the major shortcoming and barriers alsoredrdround the sharing of information
within the centre. While this is not the problemtlwall the MPCCs it affects some
centres’ service delivery negatively. The exampladen was that either there is no
mechanism, or centre directors do not make an teféotet other agencies operating

within the centre know about the presence of atkerices offered within the centre.

3.4. Conclusion

In concluding this chapter it is interesting tfleet on the discussion abqwaarting with
the description and definition of service delivenyd how it has become central to all
governments around the world. One of the innovativghods that led to services being
integrated so that we now speak of integrated serdelivery, is the whole idea of the
One-Stop-Shopof which the MPCC is one of such innovations. Tseussion on what
integrated service delivery,idias revealed and juxtaposed the concept of what th
customer, client and professional service delivierycitizens is and how this matter
should be viewed. We have evidence from the aMaillterature in public management
and development administration that there is gdiyeaastampede, people hurrying to
define what this service delivery means and howsthwveuld view it. The fact that it is
grounded upon the NPM and has borrowed much giréstice from the corporate sector
is clear and almost all the commentators agresgpecially those that write from the
World Bank Group publications. It is however im@mt to highlight Mintzberg’s (1999)
argument against these concept, putting the mesgagss that government servicas
they get delivered to the citizens, should not éduced to the level of business and
corporate goods and services whith put it blatantly, are marketed and sold using

manipulative methods and ideas.

The mission of services offered at the MPCCs imé&ygrated manner as some are, is to
help grow and build especially that section of stycithat was underprivileged and
downtrodden by the system. While all the resporglbate all agreed that the MPCC in
itself is an integrated service delivery agencys iimportant to note that along with the
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| establishment of such an integrated service C(t®99) warns thatprior to the full
establishment of the MPCC, governance issues sheutgbt straight to create ground for
such integration of services, and should continoehéave these issues maintained

| continuously and cemented. This, as Curtis (1998)ihdicated in the discussishould
be those community forums and meetings that aressecy to establish representativity
and help to evaluate the MPCCs. The findings heveal that although the MPCC is
well placed as an integrated service delivery ageoentral to its nature is to help
promote good governance and MPCCs have, aroundht#mae of integrated service
delivery, experienced major setbacks such as laaktegration around information, and
lack of interest by officialsshown through their lack of willingness to comm@&sources
to the MPCC.
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CHAPTER 4: INTEGRATION AROUND PROGRAMMES

4.1. Introduction

Integration around programmes aims to scrutinizev h@rious organization come
together and solve community problems. The focushim chapter is to define what this
research report mean by programmes and how integrand programmes are pulled
together within the multipurpose centre environmdifite findings from the interviews

are outlined to see how these centres are abigggrate programmes.

4.2. Integration Around Programmes

In defining the integration around programmes thieé€hsland Department of Families in
their Handbook for Integrated Governance (2002si&les that there are two approaches,
those that focus on partnership agreements sucioagpacts with non-government
organizations and those around specific issues ascthe example of the Supported
Accommodation Assistance Program (SAAP) and theoNat Mental Health Strategy.
which has the strong feature of being cross-govenime. State and Commonwealth.
The Partnership Against Domestic Violence (PADVihis national example in Australia
of the integration around programmes. This is donat cross-government initiative
which draws in non-government sectors and the naticesearch communitgnd has a
national task force comprising state/territory afetleral representatives which is
overseeing national projects (Department of Famsil®02: 15). The handbook continues
to state that integration around programmes alsersomulti-agency partnerships based
on internationally promoted themes for example, Ithe&ities, Safer Cities, Safer

Communities.

The definition of the integration around programmssdiscussed above subtly suggests
that a further definition of ‘programmes’ in thentext of our discussion here is in order.
The example and the definitions provided by thedbaok have broadly provided the
definition for the whole theme of this chapterisitherefore necessary to understand that

45



programmes in this context are tools used by gowen agencies in partnership with
either private corporations or non-government ogion to address “wicked
problems”. A programme in this instance is a loagrt method and involves long term
planning and comprises a series of projects. Imtahell, a sum of a series of projects
with the common objective that runs through themldde refered to as a programme.
However, the understanding of programmes here gafrgen the one stated above to a
small scale activity within the MPCC. Such a peogme for instance could be an
activity which is carried out at the level of thepresentative say of the Department of
Labour within the MPCC, together with other repregaéves or non-government
agencies which have basically nothing to do with thain office of the department
concerned. An example could be when the MPCC dec¢méave a two week marketing
drive promoting all the services within the centdawever, there are also programmes
that are planned at the directorate level with otepartments, which are informed by a
particular set of policies such as for example asdkhane ProgrammeThe

Reconstruction and Development Programme is a §ooth African example.

Szirom et al (2001:5) confirm and concur that inétign in the category of programmes
concerns “wicked problems”, interestingly referrilmgregional development, community
renewal and crime prevention. The New South Walegidhal Coordination Programme
(RCP), to which many commentators from Australiseheeferred as an exampseems
to be very popular and Szirom et al (2001: 5) ade that it is the best example of
integration around programmes. The RCP has regiooaldinators that lead and
support projects that have demonstrable benefitdonmunities. The agencies retain the
core operation of the project, which is governedtlg-person offices of coordination
and administrative support in each region and thierea Regional Coordination
Management Group (RCMG). The Strategic Projectssizim of the NSW Premier’s
Department manages the RCP. The programme is fumdaccombination of allocations
from the Consolidated Fund and agency contributions

While integrating programmes is seen to be a mwluytas Szirom et al (2001: 5) have
indicated above, there are serious factors andebsithat should be kept in mind by all

stakeholders whenever such programmes are forrdulbkeming a few of these from
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Szirom et al (2001: 10) highlights this point. Tineegration in this category, as in other
categories, needs support from the top echelom®wérnment such as the premier and
directors. Engagement with departments and comieanéts stakeholders should take
into account differing cultures. Integration wouldt effectively happen because issues
seem to be cross-cutting within structures of dapamts and cultures need to shift. The
difficulties in working outside the silos need te bhcknowledged and should not be

underestimated.

4.3. Findings in Relation with Integration Around Programmes at MPCCs

The respondents interviewed for this study unanshoagreed that they have seen and
were part of the programmes that took place wiMPCCs. It is important to highlight
the fact that programmes that are usually refetoeoly the respondents were very small

scale but were cross government and cross agematune.

The nature of these programmas one government official describ&kre for example
that the Department of Social Welfare would de¢alenake an exhibition to promote its
services and invite other Departments such as HAffers to participate. Another
government department Deputy Director indicated tha whole MPCC concept is a
government programme aiming to deliver on a paedrcpolicy or set of policies whigh
for implementation, requires that there shouldidter-government and inter-agency
collaboration, and hence the NISCC and PISCC as€CO structures. He further stated
that each MPCC that has to be launched becomesjecpwith starting time and end
time and a number of community business and otia&ekolder involvement in forums

and discussions.

Some of the programmes that take place within MPGCGsur between the various
agencies in the centres. At regular intervals,res af the centre directors explained, the
Youth Development Centre in one of the MPCCs omgsia career exhibition and
invites government organization such as the Praafincegislature, universities and

libraries and Resources Centres to be part of #tiebion. The library would in
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collaboration with GCIS organize a presentatiomgspeakers and experts for various
topics and issues. Some of the respondents stad¢dhey have integrated programmes
or activities during campaigns and when celebratiaggonal days such as Workers Day,
‘National Heritage Month’ and ‘Sixteen Days of Agim’. One of the officials

interviewed stated that the Department of So8eivices in many MPCCs enter into
formal and informal partnerships with CBOs and NGt@sdeliver programmes such as
HIV/AIDS education and in promoting awareness dfeotdiseases such as Alzeimers

disease.

An example also given by one MPCC director was tifah programmed which the
library within the centre entered into with an HAMDS NGO. The promotion and public
awareness of HIV/AIDS library material in the trenwas to help spread the message
and educate people about the disease. The libetyabquired a new set of books and
multi-media and needed to promote this HIV/AIDSlection, which was necessary in a
community and country that is said to have a higM/AIDS infection rate. Naturally the
library had to enter into a collaborative promotpmogramme with the relevant NGO for
two reasons. Onghe NGO knows where to find people who are eitinéected or
affected by the spread of the disease, and twd\@® itself has trainers and counsellors
that stand to gain a lot from this material andas an established network in the area of
HIV/AIDS and health in general. Therefore in th@gramme every one involved had a
clear task and project to undertake. The HIV/AIDS® project was to circulate the list
of material on the subject to its contacts andntieThey would then invite them to the
presentation and discussion of the collection. &heas to be a symbolic handover of
books to the community through the NGO by the etiees of the organization that
sponsors the library however the books will corginio be held in the library for
purposes of equal access to the material. The girtpe the library in this case was to

work towards the function and event to launch tla@emal and announce its presents.
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4 .4. Conclusion

While it is clear that the integration around peogmes exist within MPCCs, evidence
here shows thatas stated in this research report and above sdhapter, it only is

integration around programmes at the level of tHeQO@, and has not been formal with
other agencies except the Social Welfare Departmedtother NGOs which operate in

the areas of welfare and development. .

The findings here show that many of the programthastake place within the centres
are around promotion of services and do not go heyato addressing service gaps. The
other interesting finding here is that respondeetsm to concentrate more in explaining
programme collaboration between two agencies wiih ¢entre and do not have a
collaboration which brings together all the agesci€he definition and description of
integration around programmes is inclusive of smaativities and programmes, formal
and informal, but the strong emphasis in the dgdinidrawn upon in this chapter is on

large programmes.

One of the MPCC directors interviewed brought te #itention of this study that the
office of the GCIS within the MPCCs is meant to iwboate and establish programmes
within each MPCC. However, he mentioned that GE$ha department or Government
agency seems either to be lacking in the capagityupport their representative in the
centres, or the training and capacity of the G@@esentative needs to be brought up to

the right level.
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CHAPTER 5: INTEGRATION AROUND PARTNERSHIP

5.1. Introduction

Integration around partnership centres around twomore parties that enter into
agreement to work together. According to Sigidi &eti (2001) partnership “refers to
the formation of linkages with other service preamsl be they government, private
sector, parastatals, Non Government OrganisatiodsSCammunity Based Organisations.
These are the partners that will ensure successfefgrated government services. The
creation of sustainable partnerships at all govemtmevels, including the above-
mentioned bodies, is crucial for the success ofritegrated government information and

communication delivery programme”.

For the partnership to begin there should have laee“understanding by both sectors
that the effective delivery of a range of commursigyvices requires productive working
relationship based on mutual respect and coopetafdzirom et al: 2001: 7). There
should be a document signed by both sectors wistdbkshed a shared purpose, shared
principles, shared framework for distributing resms, contracting principles,
performance monitoring principles, shared skill @epment goals, agreed role of the
peak bodies and goals for the forum.

What this partnership means and what needs tomhsdered, is answered by Szirom et
al (2001: 11), who state that integration means gufesritory has to be given up in
specific parts of departments. This requires a ghasf management process to build
ownership. It means that it is vitally important have the right people at the table,
committed to and capable of representing theirosecand who are consistent attendees
to ensure continuity and consistency. The frameweadds to be bigger than the interest
of the stakeholders, and the focus should be dehatore effective delivery of services
to the community. There needs to be a recognitiat the process is bigger than the
words agreed upon, in that the document is statilevthe process gains momentum and

is active, and has the potential for wider influen€his process of partnership in service
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delivery becomes successful before implementatgually because it builds on existing

processes and allows sufficient time for all parte gain partnership.

There are three forms of municipal service partmpréMSP) listed by the Department of
Local Government Green Paper South Africa: 1997%). MSP involves a contractual
arrangement with a service provider other thannthuicipality itself. Such contractual

arrangements for municipal service delivery maynae form of:

- A public-private partnership: a contract between a council and an individual or
a privately-owned or controlled partnership, companust, or other for-profit
legal entity.

« A public-public partnership: a contract between a council and any public secto
entity, including another council or a parastatal.

« A public-NGO/CBO partnership: a contract between a council and a not-for-
profit non-governmental organisation (NGO) or conmitytbased organisation
(CBO).

5.2.  Types of MSP contracts
MSP contractual arrangements are typically of tieding types:

« Service contract the contractor receives a fee from the councimanage a
particular aspect of a municipal service. Serviortiacts are usually short-term
(one to three years). Common examples include reypai maintenance or billing

and collection functions.
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Management contract the contractor is responsible for the overall aggment
of all aspects of a municipal service, but withthe responsibility to finance the
operating, maintenance, repair, or capital coststhef service. Management
contracts are typically for three to five years.yfant under management
contracts typically specifies the payment of adifee plus a variable component,
the latter being payable when the contractor memtsexceeds specified
performance targets. The management contractoma&ssano risk for collection of
tariffs from service consumers, although high aiditn rates can trigger
incentive payments for the management contracton. éxample is the
management of a water utility.

Lease the contractor is responsible for the overall aggment of a municipal
service, and the council’'s operating assets arsetkdo the contractor. The
contractor is responsible for the operating, read maintenance costs of those
assets. In some cases, the contractor is alsormggpe for collecting tariffs from
consumers of the service, and assumes the colledsio. The contractor pays the
council rent for the leased facilities, sometimaduding a component that varies
with revenues or profits. Generally, the contradgsonot responsible for making
any new capital investments or for replacementhef leased assets. Leases are
typically for eight to 15 years. Examples inclutie tease of a municipal market,
port or water system.

Build-operate-transfer (BOT): the contractor undertakes to design, build,
manage, operate, maintain, and repair, at its oyerese, a facility to be used for
the delivery of a municipal service. The councitd®mes the owner of the facility
as soon as it is completed. A BOT may be used w@ldp a new facility, or
expand an existing facility. In the latter casee tbontractor assumes the
responsibility for the operating and maintenancgtcof the existing facility, but
may or may not (depending on the contract) assuesponsibility for any
replacement or improvement of the facility. Typlgah BOT requires the council
to pay the contractor a fee (which may include grenfance incentives) for the

services provided, leaving responsibility for thabllection with the council.
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- Concession the contractor undertakes the management, operatiepair,
maintenance, replacement, design, construction, femahcing of a municipal
service facility or system. The contractor oftesoabhssumes responsibility for
managing, operating, repairing, and maintenancelafed existing facilities. The
contractor collects and retains all consumer griffissumes the collection risk,
and pays the council a concession fee (sometindading a component that
varies with revenues or profits). The municipabtyl remains the owner of any
existing facilities operated by the concessionare] the ownership of any new
facilities constructed by the concessionaire isdfarred to the municipality at the

end of the concession period. (South Africa: 1997)

Any other contractual arrangement or any varianttted contractual arrangements
described in this section ("Types of MSP contrgctstween a council and an MSP

service provider is also an MSP.

A service contract can be a relatively simple fainMSP, while a management contract
is somewhat more complex. Leases, BOTs, and cdoosssare typically the most
complex of MSP transactions and can impose heamadds on a council’s management
and systems capacity).

The majority of the partnerships that are discussetis paper are those that fall within
the ambit of the third form of partnership, the etNGO/CBO partnership, and also
collaborative arrangements that cross traditiormalniolaries of ministry, jurisdiction or
sector. The partnership usually is based on theigeethat both the NGO/CBO and the
public have a common need to develop communitigggrnot to let the “wicked
problems” slip through without being addressedsTifiwhat the findings below aimed to
test, to see if the MPCC or the organizations agpadments within the MPCC have
committed themselves to an agreement to pull ressutogether to address these
‘wicked problems.” The New Zealand, State Commissamd the Ministry of Social
Development (2003, 16) state that the coordinatit@thanisms are networks that are
identifying opportunities to strengthen organizatib capacity and delivery, and

partnerships which are more formal arrangements Vidtcused objective around
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production of strategies, systems or services. iBheentral in a partnership which aims
to deliver on social development. The Ipelegeng @omty Centre while it does not
have a formal documented agreement of this it lasd it important to always
communicate and have MPCC forums among the temdrte centre when it comes to
issues and services that will community needs. Hewehe centre director complaints
about the turf wars from some of the tenants ofNHRCC who feel that whatever it is

discussed and strategized about should be thatotgralone.

5.3.  Findings on Integration Around Partnership Agreement

None of the respondents were able to point to owvige any information of formal
partnership agreements with other stakeholdergpgxhe Department of Social Welfare,
which naturally has the responsibility to addresscked problems’. The official
interviewed from the Department of Social Welfatated that the Department has its
partners in the community in the form of CBOs &f@Os that work in areas such as
HIV/AIDS, family matters and youth development. Hoxer, the respondent stated that

there are no formal documents that have been sigasedd on such partnerships.

One of the centre directors stated that, other tthen expected inter-government
relationship which the government and the con#bituthave tried to enforce,
organizations within the centre have not tried tdee into formal agreements in
addressing certain common problems. This the refpunattributes to the fear or lack of
commitment by departments, who are the most umgilparties most of the time, due
turf protection and inflexibility of resource allaiton and use.

Another respondent, also a centre director, stdtadmost departments prefer to enter
into very short term partnerships around programamesprojects which usually involve

either the centre as a method of marketing anatbpartment. An example was given of
the celebration of the twenty years of the centegistence, in which all the stakeholders
were expected to participate and through thesdlens get a vehicle to market their

services.
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One Government official justified the lack of forim@artnership agreements by stating
that Government policy and the constitution haveeamly formalized partnership
agreements and any public organization or NGO tha¢s not know this lacks
commitment and does not have the interest of higdieat heart. Therefore there is no
need to go around trying to have partnership anserfamal than what the policies have

stated there should be.

5.4. Conclusion

Partnership agreements, as illustrated above thrahgse findings, have not really
happened in the MPCCs. What we hear from the relpus is integration around
service delivery using programmes and projectshmrtderm basis. There is evidence
that the local governments are trying to enforcetngaship agreements between its
various services and private organizations. Respuisdseem to unanimously agree that
people should know that public and private orgaiona especially NGOs and CBOs
should be in partnership in the process of servdngimunities. There is also the
perception especially from the respondents that operate asei@ment officials
responsible for the monitoring and establishing MBQGhat the mere existence of the
MPCCs is the formal agreement of partnership betwége communities and
NGO/CBO'’s and departments of Government.
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Chapter 6. CONCLUSION AND RECOMMENDATIONS

6.1. Conclusion

Multipurpose Community Centres are still a long wegym fully playing an integrated
One-Stop-Shop in the provision of both Governmemdl mon-government services.
While it is stated that organizations and departsdo integrate around service delivery
programmes and they enter into partnerships irethestres, such activities are not well
coordinated as one centre director noted.. The MPCC Legop@nte09-10 June 2005
concurs with this view because they agreed tofstilis on the issues that were discussed
in the MPCC Audit Reporsuch as the lack of budget for MPCC by Departmédatck of
coordination of activities in the MPCCs, the needmplement lease and service level
agreement, enhancement of outreach programmes roiceseroviders, the need to
strengthen monitoring and evaluation systems, &edneed to develop management
models for MPCCs. Hemson et al (2004, 46) and tidi® Service Commission (PSC)
MPCC research report (2003) key findings both agineg as amnnovation, MPCCs are
still facing a number of challenges, including tirees mentioned by the MPCC Legotla
report (2005). These challenges include the lackcammitment by Government
departments in performing services at the MPCCs.

Therefore, while most studies have found that peaplcommunitiesboth in the rural
areas and the townships, see the establishmehedPCCs in a positive light, MPCCs
do not enjoy the support that they deserve fromdBawent departments. Directors of
these centres lament the lack of support and camenit from departments to provide
full services in the centres. There is, as statdatlis chapter, evidence of the success that
MPCCs have achieved, stated in the PSC MPCC ré€pai8), the MPCC Legotla report
(2005) and in the presentations by centre directbingese reports and this study bear
enough evidence that MPCCs could be and have lmah points for integrated good
governance, because in this study the majority eitre directors and government
officials interviewed agreed that MPCC are wellggld for integrated good governance.

However, whilst departments agree, they lack comeniit and do not recognize this fact.
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6.2. Recommendations

This research report stated above that, due 8ziesand limited time frames, it could not
explore all the possible indications which wouldypde evidence of the status of
MPCCs. A further study of the clients of the MPGE€secommended to further reveal
the centrality of MPCCs. Such a study would celyaraveal the status and image of the
MPCC within the communities.

Another area that would need to be explored thraufirther study of MPCC is one that
would investigate MPCC structures, given the faett tMPCCs differ, ranging from a
campus type with all organizations under one rtmfthose that have scattered offices
and services. While other people have observed MRECs operating in a enclosed
campus tend to integrate more that those with exemttbuildings it can only be verified

through research.

The GCIS representative’s role as the coordinatdr @overnment information provider
is still very unclear. There has been a lack oivagtinitiated by the GCIS in the centres
except to supply government pamphlets that uswadly up littering in the floor and
making centres dirty. Studies need to be conducteavestigate the effectiveness of the
GCIS in coordinating and helping in integratings@dPCCs.
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Annexure A

Structured Questionnaire on MPCC for GCIS Staff andMPCC Directors

1. What is your designation?

3. What are the services that are provided in the MBCC

4. Research on MPCC'’s has shown that government dae@ais have not been
quiet willing to go to MPCC'’s and provide serviagsf they do they tend to
withdraw their services from the MPCC. Have thistba problem and how has it

affected the MPCC's?

5. Do you think that the lack of resources has affbg@vernment department’s
efficient and effective services delivery of seesdo the community in MPCC’s?

6. What processes of integrated governance have yimesgied in the centre given
the following processes of integration?
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» Integration around service delivery e.g. combimmgre two or more related
organizations in offering a service or gatherinigimation about the client
and then provide the required service.

* Integration around programmes e.g. programmes &ichime prevention or
HIV/AIDS education programme.

* Integration around partnership agreements e.gngeitdocument signed to
agree on tackling a problem together on sharediptas, distribution of
resources, shared skills development goals etc.

* Whole of government integration e.g. pulling antkgrating different
frameworks developed in parallel by various deparits.

7. What problems and shortcomings were identifiedaseoved by you or the
MPCC’s?

8. Do you think the MPCC'’s are well placed to addtbssintegrated needs of the
community? Please explain?

9. Comments
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Annexure B
Structured Questionnaire on MPCC for Department Officials

10.What is your designation?

12.Do you provide services in the MPCC’s ?

13.Research on MPCC'’s has shown that government aepats have not been
quiet willing to go to MPCC'’s and provide serviaasf they do they tend to
withdraw their services from the MPCC. What couddtbe reason for this?

14.Do you think that the withdrawal and the lack denest is related to the lack of
resources and staff affects departments capacdglieer services to the
MPCC’s?

15.What processes of integrated governance have ymartinent participated
within an MPCC given the following processes oégration and how?
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» Integration around service delivery e.g. combirting or more related
organizations in offering a service or gatherinigimation about the client
and then provide the required service.

* Integration around programmes e.g. programmes &ichime prevention or
HIV/AIDS education programme.

» Integration around partnership agreements e.gngeitdocument signed to
agree on tackling a problem together on sharedipies, distribution of
resources, shared skills development goals etc.

* Whole of government integration e.g. pulling angkgrating different
frameworks developed in parallel by various departts.

16.What problems and shortcomings were identifiedaseoved by you or the
MPCC’s?

17.Do you think the MPCC'’s are well placed to addtbssintegrated needs of the
community? Please explain?

18. Comments
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