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[bookmark: _Toc370219725]INTRODUCTION

[bookmark: _Toc370219726]1.1 Introduction	

This chapter comprises the background, the research problem, the purpose statement, research questions for the study and outline of the structure.

The study explores governance and service delivery protests in KwaNokuthula, a township in Plettenberg Bay where service delivery protests have been experienced. The study utilized a qualitative research approach with interviews, observations and document review being used for data collection. Established findings and recommendations are made on how service delivery can be improved to avert recurring service delivery protests through good governance.

[bookmark: _Toc370219727]1.2 Background

Since the demise of the apartheid regime, South Africa experienced a proliferation of violent service delivery protests characterized by different forms of upheaval in an epoch not perpetuated by racial divides, but owing to government failure to provide sustainable services to its citizens. Data compiled by the Municipal IQ (2012) indicates that 113 service delivery protests were recorded in 2012, surpassing 2011 figures of 81 protests (Municipal IQ, 2008). The minister of Finance, Pravin Gordhan, argues that the increases in service delivery protests which are violent in nature are indicative that the communities are dissatisfied with the rate at which government delivers its services (Gordhan, 2012).

Municipal IQ data indicates that 36.86% of service delivery protests in the country that took place between February 2007 and March 2009 were violent. An analysis of the distribution of protest in the Western Cape indicates that 19 % of the protests spawned from the Eden District Municipality with Plettenberg Bay and Mossel Bay being the largest contributor to the protests (Municipal IQ, 2008). Productivity index (2008) shows that protests occurred even in municipalities where services were effectively delivered (Municipal IQ, 2008). For example, Knysna and Bitou are in the top ten list of the best performing municipalities but they still experienced service delivery protests. To the contrary, Mbeshe Local Municipality in the Eastern Cape and Msinga Municipality in KwaZulu-Natal have been rated the worst performing local municipalities, yet they did not experience protests (Municipal IQ, 2009).

The protests in Kwanokuthula were emanated from a standoff between a group of disgruntled Plettenberg Bay residents and the Bitou Municipality led to the arrest of at least 18 people, including a Municipal councillor for unruly behaviour and trespassing in the Mayor’s office. Disgruntled residents pointed-out slow delivery of housing as a major concern, hence Municipal IQ (2009) under service delivery local view reflect that Bitou Municipality was recognized in the 1990’s through various awards for its housing record. The Municipal IQ brief(2009) argues that service delivery protests have occurred in one of the paradoxically top preforming municipalities over the last three years dating from 2007 to 2009.

To understand the governance of the municipalities and municipal officials’ perceptions on service delivery protests, this research explores governance and service delivery protests in Bitou Municipality. The study also intends to explore how municipal officials responded to service delivery protests that took place during April 2007 to September 2009. 

KwaNokuthula Township is situated in the Southern Cape under the Bitou Municipal area of jurisdiction adjacent to the N2 Road on the outskirts of Plettenberg Bay. Bitou Municipal area is predominantly a tourist attraction town with its economy driven by tourist activities.

[bookmark: _Toc370219728]1.3 Problem Statement

Most research findings on service delivery protests have argued that deficient management in the three different spheres of government undoubtedly contributed to the protests (Botes et al, 2007). Most research work on service delivery protests in South Africa has tended to mainly interview a selected number of politicians who then regurgitate their party manifestos. Hence, such studies have failed to establish the real causes of these service delivery protests. Although much research has been conducted on service delivery, little is known about Municipal officials’ perceptions of service delivery protests and how they consider responding to the protests. This study envisages exploring the causality between governance and service delivery protests in Bitou Municipality. In so doing, it will also shed light on the governance of the municipality and the perceptions of the municipal officials of service delivery protests and how they consider responding to them.

[bookmark: _Toc370219729]1.4 Purpose Statement

The purpose of this research is to explore governance and Service delivery protests in Bitou Municipality, to understand governance of the municipality and municipal officials’ perceptions on service delivery protests and how they consider responding to these protests. 

[bookmark: _Toc370219730]
1.5 Research Questions

Research projects are designed around research problems or questions. Yin (1994) suggests that the researcher must possess or acquire certain skills in this regard; the ability to ask questions. On the other hand Levy (1998) asserts that the nature of questions lead to an explanatory-exploratory case study. In answering the main research question, the following main and sub-questions will serve as the guide of the study;

Main Research questions: 
· What are the current governance practices in Bitou Municipality?
· How do Bitou Municipal officials perceive, understand and consider responding to service delivery protests?
· What can be done to improve governance in Local government?
· What are the hindrances to service delivery/causes of poor service delivery?

The literature search in the following chapter will build the theoretical framework upon which research on governance and service delivery protests can be anchored. Scholastic review of Hough(2008); Atkinson  (2007); Managa (2012;IDASA(2010); and Lochner et al,(2008) will argue that poor governance, structural reasons, social reasons, systematic reasons are the litany of causes of service delivery protests in local government. Wold Bank (1989); Mkhadawire (2007)and GGLN(2008) will argue that good governance, participatory democracy deepens democracy thence contribute to progress and development. 
More often than not available literature concentrated on the views of the politicians and the media, overlooking municipal officials. This study envisages interviewing municipal officials about governance and service delivery protests to understand how officials perceive, understand and consider responding to the protests. 

[bookmark: _Toc370219731]1.6 Structure of the Report

Chapter one presented an introduction to the study. The report is structure as follows:

Chapter two presents a scholarly review of relevant literature on governance and theories of service delivery;

Chapter three presents the research methodology;
Chapter four presents the data collected;
Chapter five presents an analysis and interpretation of the data collected and the literature review;
Chapter six concludes the study and makes recommendations. 
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[bookmark: _Toc370219733]LITERATURE REVIEW

[bookmark: _Toc370219734]2.1 Introduction

This chapter discusses, among other things, the theoretical framework of service delivery in municipalities. The chapter also reviews the concept of governance from different scholars on the subject. There has been a retinue of newspapers reports on bad governance and service delivery protests in South Africa. Many research findings on service delivery protests point out municipalities’ failures to deliver services as a weakness in governance. However, there is little research that explores municipal officials’ perceptions of service delivery protests and how they respond to the protests.
This section will look at the municipal governance’s ability to deliver services. Thereafter a review of literature on the legislative framework in South Africa particularly in the local sphere of government will be conducted. It is divided into different sections, namely definition of terms, theoretical framework of governance, legislative framework. Possible reasons for the recurrent service delivery protests in South Africa that zoom into poor governance, structural reasons and systemic reasons are then discussed.

[bookmark: _Toc370219735]2.2 Defining of Terms

"Governance is the exercise of political, economic and administrative authority to manage a nation's affairs. It is composed of the complex mechanisms, processes and institutions through which citizens and groups articulate their interests, exercise their legal rights and obligations, and mediate their differences" (UNDP, 1997).
Basic Municipal Service means a municipal service that is necessary to ensure an acceptable and reasonable quality of life and if not provided, would endanger public health or safety or the environment (Municipal Systems Act, 2002). 
The White Paper for Local Government cites that ‘Development of local government is local government committed to work with the citizens and groups within the community to find sustainable ways to meet their social, economic and material needs and improve the quality of their lives’ (Local Government White Paper, 1998) therefore Human Security and Human Development becomes relevant to the topic research.    
There are many definitions adopted by different organizations; however for this research the Commission on Human Security and UN Human Development definitions are used interchangeably. Local Government forms a key part of the reconstruction and development effort in South Africa. The aim of democratization of society and growing economy inclusively, can only be realized through a responsive, “accountable, effective, and efficient Local Government systems that is part of a Developmental State” (CoGTA, 2009, p.3). 
Human Security in its broadest sense embraces far more than the absence of violent conflict. It encompasses human rights, good governance, access to education and Health care, and ensuring that each individual has opportunities and choices to fulfil his or her own potential…Freedom from want, freedom from fear and the freedom of the future generations to inherit a healthy natural environment - these are the interrelated building blocks of human and therefore national security (CHS 2003, p.4).
Human Development is defined as a process of enlarging peoples choices and building human capabilities (the range of things people can be and do), enabling them to; live long and healthy lives, have access to knowledge, have decent standards of living and participate in the lives of their community and the decisions that affect their lives (UNDP,2004).
In South Africa the definition is certainly more encompassing and includes not only the ability to provide users with services needed or demanded, but also a sense of redress that the services should raise the standard of living of the majority and confirm their citizenship in the new South Africa. In a society of growing inequality and uneven advances in education and training, service delivery is seen, at times, as an instrument for leaping over the contradictions and ensuring a social contract with the people (Mc Lennan, 2007).
Protest demonstration is a non-violent gathering of people organized for the announced purpose of protesting against a regime, government, or one or more of its leaders; intended policy, or lack of policy; or against its previous action or intended action (Taylor and Hudson, 1972,p. 66).

[bookmark: _Toc370219736]2.3 Theoretical frameworks of governance 

Empirical studies on governance and service delivery protests have pointed out to a myriad of issues that prompted service delivery protest in South Africa. Research findings range from poor governance, structural weaknesses as well as social issues as causes of service delivery protests in local government (Lochner et al, 2008). It is crucial to conceptualise the idea of governance in order to fully understand service delivery and governance issues confronting local government. This section provides key elements of governance. A World Bank (1989) report has inculcated a belief that lack of good governance is a possible hindrance to economic growth. The report has also labelled the litany of Africa’s poor development as a crisis of governance. South Africa is not an exception in this view owing to the significant number of service delivery protests and issues of poor governance raised by the communities. 
However, there is still controversy around the issue of good governance as many authors give different accounts ( e.g. Rhodes, 1996; Stoker, 1997). Governance is not a new term or concept in the academic space. Traditionally the term governance has been used interchangeable as synonym for government hence in the growing work of governance there is a redirection and divergent meaning (Stoker, 1998). Stoker further argues that governance ‘governance is a new process or changed condition of order of rules; or the method by which the society is governed’ (Rhodes, 1996, p 652-3).
Kooiman and Van Vliet, argue that “government concept points to the creation of a structure or an order which cannot be externally imposed but is the results of interaction of a multiplicity of governing and each other influencing actor” (1993, p. 64). 
The word governance has had profound resonance in the policy debates of western democracies. Stoker (1998) argues that the World Bank at times reduced the word governance to commitment to efficiency and accountability of the government.
The Wold Bank sees the term to imply efficient and accountable government (Stoker, 1998). Bevir (2011) argues that the shift in governance thinking by social scientists is that public organisations have moved from hierarchy and bureaucracy towards markets and networks. He further asserts that bureaucratic hierarchies remain the most common form of governance (Bevir, 2011).  
GGLN (2008) argues that good governance attempts to capture the multitude of interaction that occurs between citizen and the state’. The OECD sets eight major characteristics of governance as transparency, effectiveness, responsiveness, accountability, consensus orientated, equity inclusiveness, and the rule of law. Good governance contributes to the progress and development (Mkandawire, 2007, p.33).
Scholars such as Rothstein and Teorell (2008) suggest that good governance alone is not a panacea. The argument also affirms that democracy, which concerns the access to government power, is a necessary but insufficient in itself. The importance of how power is exercised would be left out if quality of governance (QoG) is not considered. Researchers note that good governance falls short of addressing conceptual issues of what constitutes QoG (e.g. Frey and Stutzer, 2000; Helliwell, 2003). 
Research in recent years has considered the issue of economic growth and development as components of good governance (Helliwell,2003). Other research also looks beyond noneconomic phenomena at the individual level such as subjective happiness and citizen support for government (Frey and Stutzer 2000; Helliwell, 2003).
In the South African context the constitution spells out how the country should be governed. In part, the constitution states that “The foundation for a democratic and open society in which government is based on the will of the people and every citizen is equally protected by law; improve the quality of life of all citizen and free the potential of each person and build a united democratic South Africa able to take its rightful place as sovereign state in the family of nations” (RSA, Constitution, 1996, p.1). The South African constitution sets the mechanism in which South Africa should be governed. The provision of this constitution has been put to test through a number of service delivery protests in the last decade. In the main, the protesters lament that ‘there is no way for them to speak to government let alone government to listen to them’ suggesting that the current practices of governance are in effective at ground level (IDASA, 2010). 
The constitution brought about policy development under which the official concept of good governance  is promoted in chapter seven of the constitution, the local government White Paper, Municipal Structures Act (117 of 1989 and the Municipal Systems Act, which is strongly grounded on the prism of good governance.  
Local government has undergone reform in South Africa as the current regime has been keen to address the imbalances of the past. However, there is no doubt that poor living conditions and deprivation directly undermine constitutional obligations towards realisation of basic human rights and dignity (Managa, 2012). The South African local government legislation is built on the premise of enhancing the requirements of representation as provided for in the Bill of Rights (Plaatjies, 2011). The democratic state obligation triggers a range of demands such as the creation of equal society, public accountability, transparency, good governance as well as effective delivery of socio economic rights (Platjies, 2011).
Managa (2012 p.1) asserts that “growing concern has been expressed about the government ability to deliver the public services that its people yearn for and are entitled to”. This observation captures the mandate given to government to deliver sustainable services to its citizens. In many municipalities in South Africa there are several reports of mismanagement and poor governance. For example Managa (2012) asserts that only 7 out of 283 municipalities received clean audit report in the 2010-2012 financial year. 



[bookmark: _Toc370219737]2.4 Legislative framework on municipal service delivery

The new South African state comprises of three spheres of government and is founded on the values of democratic governance which includes the principles of accountability and responsiveness. Section 152 of the RSA Constitution requires municipalities “to provide democratic and accountable government to the local community, ensure the provision of services to community in a sustainable manner, promote social and economic development, promote a safe and healthy environment and encourage the involvement of communities and community organizations in the matters of Local Government (RSA Constitution, 1996, p84). The spheres of the South Africa government are national, provincial and local governments, each with distinctive, interdependent and interrelated responsibilities (Act 108 of 1996). This mandates local government to provide sustainable services such as water, electricity, sanitation, roads, and housing to the community (RSA Constitution, 1996, p81). The constitutional provision extends to the promotion of social and economic development as well as the promotion of safety (Local Government White Paper, 1998a). In the constitution, local governments are tasked with the obligation of carrying out economic and social development that entails creating jobs and enabling economies in the local areas. The requirements are achievable through the adoption of developmental duties, which in the past did not form part of the municipal mandate. Developmental duties as enshrined in the RSA constitution under section 152(a) (b) require that;
“a municipality must structure and manage its administration and budgeting and planning process to give priority to the basic needs of the community, and to promote the social and economic development of community of the community; and participate in national and provincial development programs”(Act 108 of 1996..,84)
Generally, municipal performance is viewed from the financial perspective such as the ability to generate revenue as provided for under the Division of Revenue Act no. 5 of 2012). In simple terms the conditions for receiving allocation is not cut and dried as it does not contain specific conditions to supplement the funding functions of municipal budgets (DoRA, Act no 5 of 2012). Without revenue, the task of fulfilling a constitutional mandate looks blurred if not challenging. Allocation in local government is influenced by the size of the tax base of metropolitan and local governments. Magetla (2000) argues that the manner in which legislation is structured disempowers municipalities as their tax bases vary. Metropolitan municipalities have larger tax bases than rural municipalities. Therefore, for the municipalities to realize their developmental duties they have to generate income to enable them deliver sustainable services to their communities. Pravin Godhan asserts that the increase of service delivery protests is the testimony of dissatisfaction with the government (Annual Conference of the Institute of Municipal Finance Officers, 2012; Gordhan,2012).
Sections 4, 5 and 6 of the Municipal Systems Act assign specific rights and duties to the municipal councils and municipal administrations as well as the local communities which all three parties have to fulfil to realise the democratic goals of the RSA constitution (Municipal Systems Act, 23 of 2000). Administrative duties require municipal administration to be responsive to the needs of the communities, facilitate the culture of public service and accountability amongst staff. The administrations should also take measures to prevent corruption, establish clear relationships and co-operation as well as create communication between it and the local community. They should also provide members of the local communities with full and accurate information about the level and standard of municipal services they are entitled to receive (Municipal Systems Act, 23 of 2000, p26).
Several reports indicate that local governments are riddled with service delivery failures and unrest, corruption, political infighting and labour unrests, financial management and poor audit reports (Deloitte, 2012). There are also reports of skills shortages, inadequate infrastructure planning, maintenance and investment. Hence, the constitutional requirements have not been adhered to by the municipal administrations. Craythorne argues that if a municipality cannot perform or fulfil its service provision mandate it should cease its right to exist (1997, 391).
Research data collected at Kungcatsha Project termed, “Sending message to the top” suggests that the communities are frustrated with irresponsiveness of the municipalities to the needs of the communities (Dlamini and Langa, 2011, p50). It also shows a lack of accountability and poor communication between the municipalities and he communities. 
Lack of infrastructural planning and investment is also another reason that contributes to service delivery protests (Gordhan, 2012).
Local governments are not only recognized as distinctive and autonomous spheres of government, but they are also accorded specific powers and functions. Section 155(1) (a) of the constitution provides for three categories of Municipalities. Category A is the metropolitan municipality, B the local municipality and C the district municipality. The division of powers and functions may differ in cases where the responsibilities of the categories overlap. Hence, capacity, revenue and other local circumstances must be taken into consideration. Sect 155(4) of the constitution of South Africa affirms such flexibility that is meant to ensure that municipal services are provided in a sustainable and equitable manner. In view of this notion, municipalities can only perform functions within their competencies. Although municipalities operate under the principle of distinct and autonomous spheres, they are subject to perform and exercise their powers under the watchful eye of both provincial and National governments. Section 41 of the constitution embraces the separation of the three spheres of government that also establishes the realm of a co-operative government.
The legislative framework of the local governments has come under intense scrutiny because local government is the closest sphere to the communities. Transitions in local governments have brought about intended and unintended consequences which today are confronting the municipalities. Many scholars argue that many of such changes in municipal legislations have not been driven by clear and precise visions. Municipal officials claim that legislative framework is complex and cumbersome; and demand many requirements that take them away from finding strategies to respond to communities’ needs. Emdon has observed that “the most disempowering issue confronting the local authorities is the plethora of legislation, on the other hand and the lack of knowledge of existing legislation” (1997, p23).  
A recent study conducted by the Financial and Fiscal Commission looks at South African intergovernmental relationships and the impact of unfunded projects in housing, healthcare, libraries and museums. The study concludes that municipalities perform functions on behalf of the province without the necessary funding. For example housing is a provincial function but municipalities facilitate the process. However, the administrative capabilities of the municipalities is found wanting in many cases (Policy Brief, 2011). Moreover, the communities are not in a position to differentiate between the spheres of government:  they see government as one.
[bookmark: _Toc370219738]2.5 Reasons for Service delivery protests in South Africa

Hough (2008); Atkinson (2007); Managa(2012; IDASA(2010); Lochner et al. (2008) argue that poor governance, structural reasons, social reasons and systematic reasons are amongst the causes of service delivery protests in local governments. These issues are discussed to detail next.

[bookmark: _Toc370219739]2.5.1 Poor Governance

Lochner et al. (2008) describe governance as the ability of an institution to take decisions. Research findings indicate that poor governance contributes to service delivery protest (Lochner et al. 2008). For example in Phumelela Municipality, the council has  not met for a period over a year and the municipality faces various grievances from the community as the council has not had time to debate the  factors affecting service delivery. In Nelson Mandela Bay Metro it took the municipality over 5 years to have a draft of the integrated development plan (Lochner et al.2008). Without the IDPs the community is excluded from the planning and decision making of the municipality despite the fact that the Municipal Systems Act makes it obligatory for the public to participate in the affairs of the municipalities (Municipal Systems Act, 2000). 

[bookmark: _Toc370219740]2.5.1.1 Ineffectiveness and lack of responsiveness 

Atkinson (2006, 2007) outlines the inability of the municipal governance to appropriately respond to the needs of the communities. She argues that the lack of complaint management and communication systems is a significant cause of community protests. In a Free State study  the situation is succinctly  summarised: ‘after four years of complaint and frustrations residents may believe that the only effective way to (solution) is through violence and confrontation…but listen this is not born out of desire to be violent. Instead, it is born out of believe that nothing will significantly change exclusively through none-violence and appeasement’. The complaints reflect frustrations of the communities and the inability to communicate effectively with local governments (Atkinson, 2007).

In an IDASA report, the protesters lamented that the reasons for taking to the streets was because ‘there is no channel for them to speak to government let alone government to listen to them’ suggesting that the current practices of governance are in effective at ground level (Idasa, 2010).  These views are supported by Managa (2012) who notes that the Auditor General’s report for 2010/2011 revealed that only 7 out of 283 municipalities received clean audits. Butler (2012) argues that managers in government are rarely held to account for their actions. The AG findings indicate that non accountability, lack of transparency and inadequate checks and balances are commonplace in the municipalities. 
However, politicians and some scholars argue that service delivery protests also occur in the most performing municipalities (Municipal IQ, 2009, SALGA, 2009). The Department of Cooperative Governance and Traditional Affairs has also concluded that local governments are under distress and that they need comprehensive turnaround strategies (CoGTA, 2009). This view is shared by the current Minister of Finance, Pravin Gordhan, who asserts that there is ill-discipline, characterised by irresponsible behaviour and mismanagement of government resources, amongst the high ranking and highly paid public officials (Gordhan, 2012).
The root causes of service delivery protests are a result of lack of operational systems, policy and legislative asymmetries or lack thereof, partisanship as well as capacity and skills’ constraints and weak intergovernmental support (CoGTA, 2009, P3). 
The ANC lead government adopted a ‘Botho Pele or ’People First’ slogan to enhance accountability to its citizens.  In many cases the slogan is often honoured (Friedman, 2011). The Democratic Alliance (DA) asserts that “protest demonstrate the dissatisfaction with the ANC’s mismanagement of municipalities and its inability to achieve meaningful service deliveries (See Star 14 October 2005).
[bookmark: _Toc370219741]2.5.1.2 Lack of accountability 

Accountability is the key requirement of good governance. Powel (2009) argues that local government is the least trusted off all public institutions in the country. The general feeling in the service delivery hotspots is that officials are incompetent, prone to corruption and have low regard of the members of the communities (IDASA, 2010). Human Research Council’s social attitude survey noted that 43 per cent of people actually trust local governments (2010).

Section 152 (1) (a) of the Constitution obligates local government to provide democratic and accountable government for local communities (1996, p.84). Helen Zille pointed-out that corruption proliferates when there is a lack of accountability, transparency and insufficient check and balances. She further argues that it is only the voters through the ballot that can hold corrupt politicians accountable from the fear of being voted out (Zille, 2011).
There are general perceptions that the local government is the most corrupt sphere. Most protestors have often sighted fraud and corruption as the reasons behind their protests. For example the protest in Kungcatsha was motivated by allegations of missing R30 million believed to have been embezzled by councillors and municipal officials (Dlamini, Langa and von Holds, 2011). 
Corruption affects economic growth negatively and it harms the poor (Leggett, et al, 2005; McCann and Redlawsk 2006). This view is supported by the World Bank arguing that by distorting the rule of law and weakening the institutional foundations of economic growth, corruption is the greatest obstacle to economic and social development. Leggett, et al. (2005) add that corruption allows favourite groups to monopolise the benefits produced by the state. The Kungcatsha and Voortrekeer studies find that corruption and nepotism is rampant at the South African municipalities (Von Holds, et al., 2011).  
In addition, the AG’s 2012 report reveal shocking statistics of corruption in municipalities. The report notes that R105 billion in tenders were irregularly awarded to municipal employees, councillors and other government officials and their close relatives (AGSA, 2012). 

[bookmark: _Toc370219742]2.5.1.3 Lack of participatory democracy

Protesters mostly express dissatisfaction and frustrations for being excluded from local government decision-making (Managa, 2012). Section 16(1) requires a municipality to develop a culture of municipal governance that complements formal representative government with a system of participatory governance. Municipal councils must encourage the involvement of local community in the decisions that directly affect them (Municipal Systems Act, 2000). The right of public participation in governance process is a constitutional obligation and protected by various policy frameworks governing local governments (1996). The community participation is meant to provide information as well as  improve public decisions, programmes, projects among other things (1996, p.44) Many scholars have lamented that  since 2000, local governments have fallen short of effective representation (Booysen, 2007).

Despite the availability of mechanisms to promote public participation they are not always adequately implemented and communities may use other channels to make their voices heard (Jooste, 2012).  In fact the budgets and IDPs are not sufficiently reflective of the needs of the community. Skejana (2012) argues that public participation in local government is implemented for compliance rather than a genuine effort of attaining good governance. Ward committees are often partisan. In some instances meetings are held with selected few (Lochner et al. 2008).   
Empirical research on service delivery protests in South Africa identify lack of public participation as one of the root causes of service delivery protests (e.g. Dlamini, 2011; Stoker and Young, 1993).   
Participatory Democracy approach is said to improve decision implementation by resolving conflict during the planning process (Sirmon, et al, 1993). Under a participatory democracy approach, representatives of all affected interests are encouraged to participate in the planning processes and access is provided through informal forums that give everyone an opportunity to voice their needs and concerns (Sirmon et al. 1993; Cooper, et al. 1994).

Moote (1997) argues that traditional participation procedures keep public input well removed from the administration decision making, thereby protecting administrative discretion. General assumption and critics in the local government asserts that public participation processes are conducted for compliance rather than for inclusive decision making process. Therefore, participation should be initiated at the beginning of the planning process and maintained throughout especially when key decisions are taken (Blahna and Yonts-Shepard, 1989). 

Booysen (2007) argues that service recipients struggle to make their voices heard in the corridors of power. In a liberal democracy such as South Africa, voters are expected to trust the chosen political parties to determine and implement appropriate policies. If discontented, the argument goes; voters can turn to an opposition party or boycott the polls (Booysen, 2007). The politics of service delivery has drawn the grass roots from blind loyalty to the governing ANC to a critical, even confrontational stance (Booysen, 2007). Traditionally, public participation methods utilized by public institutions have been criticized for allowing authorities to normally meet their mandates effectively by continuing to dispose predetermined management decisions (Moote et al., 1997). Tripple and Wellman, (1989) argue that the basic premise is that citizens will support the government only if they have voluntary associated with it, and feel it is generally responsible to their interests. Participatory democracy approaches suggest that administrative decisions will be more acceptable to the citizens if they are made through a collaborative process that builds the community and shared understanding and overcomes societal divisiveness and polarization (Kenmis 1990, Shannon 1992). 

[bookmark: _Toc370219743]2.5.1.4 Lack of institutional Capacity

Protestors have claimed that some of the causes of service delivery protests are misuse of government resources as well as lack of capacity to complete projects that assists the communities (Managa, 2012). This lack of capacity is hampered by prevailing nepotism, and incompetent staff. Moreover, Managa argues that the African National Congress cadre deployment impacts negatively on service delivery (2012). The Phumelela case study is a classic example where a municipal manager was found to be incompetent by the Select committee of parliament in 2005. The committee observed that there is no doubt that many of the protests in Phumelela can be attributed to the inability of the top management to manage basic aspects of service delivery (Sunday Times, 22 January 2006). There is a general consensus administration is notoriously poor in the local governments as most of them suffer deficiency in planning, project management, financial management and technical capability (Butler 2011). 

Pillay (2009) adds that employee skills at the local level are inadequate. Butler (2012) and Levin (2007, p19) argue that the lack of appropriate human and managerial resources has ‘obstructed the effectiveness and economic development of available financial resources’. The public service in South Africa has undergone human as well as structural change. Staff turnover has been rapid in the recent years and the length of service has been short (Cameron, 2009, p.16). The lack of institutional capacity and skill is partly blamed on the prioritization of employment equity weightings against effectiveness as a measure of financial performance (Von Holdt, 2010, p.258).    
Basic values and principles governing local public administration governed by the democratic values and principle embodied in Section 195(1) of the constitution requires that a municipality must, within its administrative and financial capacity, facilitate the culture of public service and accountability amongst its staff (Municipal Systems Act, 32 of 2000, p.65). 
In many Municipalities delivery is constrained by lack of expertise and inadequate staff resulting in the deterioration of service delivery leaving communities with inadequate access to basic services (Managa, 2012). Managa further points-out that service delivery failures are due to managerial and technical positions which remain vacant in the rural municipalities hindering government from expediting delivery backlogs. Rural municipalities are not in a position to compete with the metropolitan municipalities in attracting engineers and technicians leading to backlogs which negatively affect the poor. Nelson Mandela Bay presents a classic example. It is reported that there were more than 50 qualified technicians in the service of the former Port Elizabeth Municipality prior 1994. Currently, it is alleged, the number is down to 3 for the entire Metro. 

There is overwhelming evidence that financial mismanagement is another weakness in the municipalities. This view has been echoed by the Minister of Finance who notes that local governments are yet to put in place minimum MFMA basic requirements (Gordhan, 2012). Pravin Gordhan further argues that employment of personnel without the required skills or experience has contributed to poor performance of the municipalities (Gordhan, 2012). Many scholars blame the government delivery woes to the ANC cadre deployment policy. ANC comrades have been deployed in positions which for which they are not qualified and this exacerbates poor service delivery (Managa, 2012).

[bookmark: _Toc370219744]2.5.1.5 Housing administration delivery

Poor housing delivery has become a burning issue in most of the communities linked with high levels of corruption. Scholars note that housing delivery has been central in many local conflicts (Botes et al. 2007). While housing delivery is a provincial government function, the local governments administer the housing waiting list and allocations. For example in Nelson Mandela Bay housing delivery was delayed  by the action of the provincial government to place a moratorium on the allocation of the houses, in complete contrast to the promises made by the ward councillors (Botes, et al,2007).

[bookmark: _Toc370219745]2.5.2 Structural reasons 

Lochner et al(2008) list six structural factors which contribute to service delivery protest in Free State, namely relative poverty and peripheral location of the municipalities; Large scale urbanisation; amalgamation of municipalities; inadequate intergovernmental funding and youth development. 




[bookmark: _Toc370219746]2.5.2.1 Relative Poverty and Peripheral location of Municipalities

The National Development plan although still at an infant stage is derived or informed by the constitution spelling out the obligations of the state to protect and respect the rights to access housing, food, water, and social security. Scholars have argued that South Africa is facing triple threats of poverty, inequality and unemployment (Hoffman, 2012). Inequality is perpetuated and exacerbated by poverty.

In 2001 more than 5000 households were still dependent on a bucket toilet system (Global Insight Southern Africa, 2006). The Free State protests were indications that poor living conditions contribute to the occurrence of protests (Lochner et al. 2008). Hough brings another argument that perhaps the J-curve might have played a role in the violent service delivery protests. It combines a fear of loss and a fear that things will no longer continue to improve” (2008:p.5). Von Holds, 2010 notes that rapid class formation and new elite within the poor has resulted in competition for resources. Hoffman (2012) asserts that poverty, hopelessness, anger, frustration and sometimes crime is all that the poor resort to (2012). 
Rural municipalities cannot equally compete with cities that have high income tax base to stimulate and attract investments. Municipalities are obligated to be developmental in nature and lack of resources impedes their development goals (IDASA, 2010).  The State of Local Government Report (2009) notes that “the National government may have created the expectation that local government cannot fulfil”.  Lack of sufficient tax base impedes the municipalities from addressing the service delivery backlog (IDASA, 2010).

[bookmark: _Toc370219747]2.5.2.2 Economic factors

South Africa is viewed as the most unequal society where the gap between the rich and the poor remains high (Political Insight Magazine, September 2012). Local governments must play a ‘developmental role’ as enshrined in the constitution by taking reasonable steps within available resources, to ensure that all South Africans have access to adequate housing, health care, education, food water and social security (Local Government White Paper, RSA, 2008a). 
The ANC led government set forth the ambition to turn South Africa into a development state, a similar model pursued by the East Asian Nations after the Second World War (Gumede, 2009). The most basic element of development state similar to South Africa is that it’s “major preoccupation is to ensure sustained economic growth and development on the back of high rates of accumulation, industrialisation and structural change” (UNCTAD, 2007, p.60). In pursuit of development, South African is characterised by high levels of unemployment, poverty and the inability to provide services. The spate of service delivery protests are some of the signs of discontent with government. Leftwich (2005) argues that political instability within a particular country is associated with poverty, inequality and the unequal access to resources influence and power (Rothstein and Teorell, 2008).  Empirical research shows that conflicts occur in countries with lower per capita incomes, shorter life expectancies and slower economic growth rates (Nafziger & Auvinen, 2000; Elbadawi, 2001). Economists argue that the state can catalyse development by creating the appropriate institutions (Lewis, 1955.p.55). On the other hand Stiglitz sees the role of government in developing countries such as South Africa as establishing infrastructure to allow markets to fulfil their central role in improving wealth and living standards. This includes promoting education, promoting technology, supporting financial sector, investing in infrastructure, preventing physical degradation and creating and maintaining a social safety net (1996,p.12-15). 

The South African government has through the Minister of Finance Pravin Gordhan admitted that the country budget is delivered in challenging times there is a little room for expansion yet there are significant opportunities (Gordan, 2013). Grave concern raised by the Minister of Finance is South African export grew just  by 1.1 per cent while imports increased by 7.2 per cent implying that expenditure in the country’s economy exceeded the value of production and income by about R190 Billion in 2011. If one has to avert the human security threat as stated hereunder then the hypothetical explanation of failure of social contract paints a better picture in understanding the South African economic challenges. It derives from the view that social stability resides in a social contract between the people and the government. As long as the state delivers services and provides reasonable economic conditions people will accept the state (Stewart, 2004). Proliferation of service delivery protests then presents a worrying sign. The level of unemployment in the country poses a security threat to its wellbeing as it exacerbates the level of income inequality. 
Von Holdts adds that those engaged in protest are not necessarily from the poorest regions of the country, but rather those who experience deprivation relative to others in their proximity (Municipal IG; Von Holdts, 2012). This view is supported by Goodhand (2003) who notes that lack of viable economic alternatives may drive poor people to engage in violence. .
Secondly, the level of education in South Africa is concerning factor. South Africa is ranked 132 out of 144 countries in the quality of primary education and a dismal 143 on the quality of science and mathematics disciplines (Economist, 2012). UNDP’s concept of Human security and political freedom index highlights personal security as a central part of human wellbeing, which incorporates personal security, rule of law, freedom of expression and equal opportunities (Goodhand, 2003). 
Kindiza Ubami from Johannesburg Centre for violence and Reconciliation argues that demonstrations have exploded in poor areas asserting that “when those people stand up, they are not going to be peaceful as we hope when they try to voice their grievances” arguing that ‘It will be as bad as what happened in the Arab countries’ (Mail & Guardian article 2012/02/21). 

[bookmark: _Toc370219748]2.5.2.3 Large Scale Urbanisation and Migration 

A study conducted by both SALGA and the University of the Witwatersrand indicates that migration and informal settlements, unfunded mandates, corruption and nepotism are some of the causes of service delivery problems in South Africa (SALGA, 2009). The very fact that the local governments are the closest sphere of government to the people compounds the issues confronting the municipalities. Although border control is a national competency, immigration influxes cause delivery problems at the local level (SALGA, 2009). There is overwhelming evidence that people accept state as long as it delivers the needed services (Stewart, 2004).  Many have argued that the influx of poor migrants has a strong correlation with the   service delivery protests (SALGA,2009). Study conducted by SALGA on migration and urbanisation concluded that municipalities have significant roles to play to effectively manage migration. Policies to assist municipalities to that effect should be developed (SALGA, 2009). During the Phumelela protests, the mayor observed that “the deterioration of street, electricity, and sewerage networks was compounded by an influx of people who have been evicted from the farms (Sunday Times, 25 September 2004). Lochner et al. (2008) argue that about 15 000 people from the rural areas have settled in three urban area of Phumelela for the last fifteen years. 

President Jacob Zuma (May 2010) stated that over 2700 of informal settlements exists in areas which are experiencing rapid urbanisation such as Alexandra in Johannesburg and they continue to grow. He mentioned that human settlement is not about just building houses but to change apartheid spatial patterns. 
[bookmark: _Toc370219749]2.5.2.4 Municipal Demarcations 

Municipal demarcations in places like Khutsong played significant roles in the emergence of service delivery protests. Communities often complain that they were not consulted. Khutsong community wanted to remain in Gauteng but the demarcation board incorporated them to North West Province (CDE, 2007).



[bookmark: _Toc370219750]2.5.3 Systemic Reasons

Although structural reasons contributed to service delivery protests, systemic flaws played a significant role in local government conflicts.

[bookmark: _Toc370219751]2.5.3.1 Political Reasons

There is a growing concern that service delivery protests at local governments are as a result of political rifts in the ruling party (Lochner et al, 2008). A text book example is how protesters in Phumelela pursued an agenda of getting rid of other councillors via resources. Although they had no evidence, the protesters succeeded in dethroning the said councillor capitalising on the ruptured communication lines (Botes et al, 2007). In Phumelela the prevalent political infighting led to the council failing to convene meetings (Lochner et al. 2008). The media has pointed out deep-seated provincial divisions among factions in the ruling party as well as between the council and management. Many scholars argue that protests were signs of jockeying for votes as most of the protests happened 12 months before the local government elections (Botes et al. 2007).

The Deputy Minister of Co-operative government remarked in 2010 that “…most of the protest are not about service delivery issues, but they are not just about that” (Sunday Times, 2010, April, 14). This assertion provokes further questions whether prevailing violent protests in South Africa are  in deed service delivery related  or politically motivated. This view is supported by the fact that  most of the  protests accured in some of the best performing municipalities (Sunday Times, 2010, April, 14). This has given credence to the advancement of the involvement of the third force (Burger, 2009). In fact the Treasurer General of the ANC, DR Phosa, has been accused of funding and fuelling the Mpumalanga violent protests (McLennan, 2009). 

[bookmark: _Toc370219752]2.5.3.2 Unfulfilled Promises 

A RSA Parliamentary report  (2009) notes that political promises made during election periods, only to be retracted later once power has been acquired,  lead to frustrations and violent reactions (Burger, 2009). This occurrence is supported by Gurr (1970, p12) who argues that the primary causes of protests are the ‘widespread frustrations with socio-political situation in a particular country’. Hough (2008) and Burger (2009) further note that the main reasons for the protests are high expectations.  Service delivery protests are directed to the government as a whole and municipalities only happen to be the most immediate manifestation of government to the communities (Hough, 2008 and Burger, 2009).
Davice (1962, p.6) draws upon “the psychological model of frustration-aggression” to explain the wide spread of protests arguing that political violence is likely to take place in a prolonged period of rising expectations. Hence, failure to meet rising expectations leads to widespread frustrations lays the groundwork for violence.

[bookmark: _Toc370219753]2.6 Best Practice: Good Governance 

Given the fact that the state is a key agent of service delivery, it is the duty of the state to create enabling conditions for all relevant stake holders to exercise their rights within the rule of law (Stoker, 1996). 
It is in this spirit that Chapter Seven of the South African constitution and relevant municipal legislations are intertwined with the principles of good governance. This approach is derived from the UN human rights prism defining Good Governance as a “process by which public institutions conduct public affairs, manage public resources and guarantee the realisation of Human rights”. The UN describes the characteristics of government as accountable, transparent, responsive, equitable and inclusive, effective and efficient, follows the rule of law, participatory and consensus oriented. The litany of complaints from communities centres on fundamental failures of governance by local authorities.
The World Bank (1989) categorically declares ‘underlying litany of Africa’s development problems’ as crisis of governance’.  The 2002 Human Development report asserts that good governance advances sustainable development for three reasons, firstly it makes  it possible for people to enjoy political freedom and participate in the decisions that shape their lives. Secondly good governance protects people from economic and political catastrophes, finally empowering citizens to influence policy that promote growth and prosperity (UNDP, 2002). Managers in government are rarely held to account for their actions (Butler, 2012). The Auditor General of South Africa’s (AGSA 2012) report indicates that only 13 (5%) out of 283 Municipalities achieved clean audits in 2012. This finding reveals lack of accountability, transparency and in adequate checks and balances at the municipalities.  
Department of Cooperative Governance and Traditional Affairs has assessed that Local Government is under distress and that it needs a comprehensive turnaround strategy (CoGTA, 2009). This view is shared by the current Minister of Finance Pravin Gordhan who has observes that there is ill-discipline (characterised by irresponsible behaviour and mismanagement of government resources) amongst the high ranking and highly paid municipal officials (Gordan, 2012).
The root causes of service delivery protests have been noted to be, among others, policy and legislative factors, political factors, weakness in accountability systems, capacity and skills constraints, weak intergovernmental support and oversight and issues associated with the inter-governmental fiscal systems (CoGTA, 2009, P3; Botes et al., 2007).
The service delivery protests have been mostly directed at the local governments (Friedman, 2011). The ANC-led government adopted a ‘Botho Pele or ’People First’ slogan to enhance accountability. In many cases the slogan is often honoured. The slogan pinpoints fundamental actions at the heart of service delivery (Friedman, 2011). Friedman further argues that democratic accountability stimulates effective government which municipalities should strive to attain (Friedman, 2011). 

[bookmark: _Toc370219754]2.7 State of Municipalities Service delivery and demographics  

[bookmark: _Toc370219755]2.7.1 The Ratings of Local Municipalities in South Africa
Chapter 7 of the Constitution under Section 152 requires municipalities to be responsive to the needs of the community, implying that the community should be made aware of the kind of services they are going to receive. Figure 1 below demonstrates the score of the level of services in Bitou Municipality in comparison to the Top 5 of the 283 Local Municipalities evaluated.

Figure 2.1: Top Performing Municipalities - 2012


Municipal IQ Productivity Index

Figure 2.1 indicates that Western Cape Municipalities perform much better than other provinces. Bitou and Knysna Municipality are amongst the municipalities that experience service delivery protests even though they are among top performers. Bitou Municipality achieved a rating of 57.86% while the top performing metro was the City of Cape Town (rated at 66.82%). This shows that Bitou Municipality ranks far higher than most of the district municipalities with the highest district rated at 58.99% and second best district at 55.59%.

[bookmark: _Toc370219756]2.7.2 Water delivery

The Department of Water Affairs which measures the quality of water provided by municipalities has rated Bitou Municipality’s water quality number at number 9 out of the 283 municipalities, including the metros.  For the past 3 consecutive years since 2009, Bitou Municipality has achieved a Blue Drop rating status. Although the Municipality is doing very well in the provision of water, the AG report (2011-2012) indicates that the Municipality has suffered water losses of 457,665 kilolitres valued at R174, 317.

Figure 2.2: Blue Drop Water Status 



Provided by DWAF, 2012


[bookmark: _Toc370219757]2.7.3 Basic Service delivery

Figure 2.3: Bitou Municipality Basic Service Delivery


Figures Provided by Census 2012

Bitou provides services which are above national standards. According to the 2012 Census, the municipality on provision of basic services is scored above 80% in most delivery areas. Household with access to refuse removal is at 87-89%. Household with access to electricity is rated at 81-94%, household with access to piped water is at 80-83% and household with toilets is at 80-81%.

[bookmark: _Toc370219758]2.8 Lack of Deliberative Democracy

Deliberative democracy is viewed to be a revolutionary political ideal which calls for changes at the individual (Fung, 2005). There are complaints that municipalities often decide on their own what is good for the community without consulting them. For example, the Phumelela council had not met for over a year and the municipal manager was making decisions on his own on behalf of the council. Another example is the Nelson Mandela Bay Municipality which took over a year to have an IDP (Botes et al. 2007).

Habermas (1998, p.308) observes that in a deliberative democracy political actors settle their differences through deliberations (Fung, 2005). Scholars contend that decisions resulting from deliberative democracy are more informed and rational and are unlikely to infringe on individual rights (Fung, 2005).   
Since the 2007 ANC National Conference and the recall of the former President Thabo Mbeki, President Jacob Zuma has made service delivery a priority in his government. This he hoped to achieve through the expansion of the cabinet and establishment of the presidential hotline to address complaints relating to government services. The presidential hotline is also meant to bridge information gaps between the national and local governments. The hotline may also be used to report any acts of corruption within state institutions thus enabling the voice of the people at the ground.
However, post Polokwane ANC has been characterized with infighting, factionalism and the abuse of power especially at the local government level (Nord et al., 2008, p.5; Pillay, 2008).
The South African case reflects the deliberative democratic theory described by Fung (2005) which subscribes to political actors obligations towards citizens. Deliberative democracy is a revolutionary ideal it calls for fundamental changes in the bases of political decision making (Fung, 2005).
The relationship between the Union Building and the Luthuli House (Headquarters of the ANC) marked a shift in state party relation in South Africa as the Heart of the ANC Led Government (Pillay, 2008). The relation between the Presidency and the parliament in the day-to-day shaping of public policy suffered. Centeno asserts is the domain of the “Political” was transformed into a technical challenge to be efficiently addressed by technocratic expertise, “the administrative and political dominations of a society by a state elite and allied institution that seeks to impose a single exclusive policy paradigm based on the application of instrumentally rational techniques” (1993,p.316).
Pateman (1970) argues that “the experience of participation in some way leaves the individual better psychologically equipped to undertake further participation in the future (Puteman, 1970, p.45). With Mbeki’s removal the pendulum of power has swung from the Union Building to Luthuli House from state to the party. The expectation for some is that with the removal of Mbeki a new style of leadership will bring new style of government, one that is more open to debate (Pillay, 2008). 
The argument goes that President Mbeki did not encourage open debate or contestation and deepened a divide between the “state” and the people (Pillay, 2008). Mill (1991) provides a primary theoretical argument that “direct participation by citizens in political decision making will develop them to actively address the problems in their lives” (Mill, 1991, p.253- 256). Given the main constituency of the ANC, which is largely poor and significantly rural as argued by Mbeki detractors.  The protests have turned out to be a component of the multi–faceted interface between the ANC and the grassroots. In communities where protests have been chosen as a means to improve representation and delivery, there is evidence that now the communities are directly engaging with their party, the ANC (Booysen 2007).
Communities are now demanding high ranking officials to come down to listen to their outcries (Booysen and Stofile, 2005). It is now perceived that the protests work. Hence, the communities have started incorporating protests into their repertoires of political participation, given the limitations of formal democracy (Booysen 2007).   

[bookmark: _Toc370219759]2.9 Conclusion 

There is no single factor that is responsible for all these service delivery protests. Therefore the different imperatives which drive the unrest should be examined case by case. The Literature review has shown that good Governance is a prerequisite for improving service delivery to the communities. The review indicates that government has to continue managing the politics of competing demand from institutionalised inequalities of apartheid as well as the promises of democracy made through manifestos. 
Analysis of the literature pointed out that service delivery protests do not only occur in the worst performing municipalities, but also in the best performing cities and metros. The literature search also showed that people migrate from poor rural areas and other countries to seek better opportunities in the cities and this presents a housing dilemma as it increases the spread of informal settlements. 
The plethora of municipal legislative frameworks in local government impedes municipal responsiveness and functioning in the delivery of mandated services ranging from job creation, stimulation of local economic development and housing delivery. 
Key challenges to service deliveries have been shown to be, among others, lack of appropriate skills amongst municipal employees, fraud and corruption in the government.  Governance and service delivery are related concepts that complement each other have been shown to be essential for development to take place.  




[bookmark: _Toc370219760]CHAPTER THREE
[bookmark: _Toc370219761]RESEARCH METHODOLOGY

[bookmark: _Toc370219762]3.1 Introduction

In an attempt to explore and understand the nature of governance and service delivery protests in Bitou Municipality, this chapter presents the theoretical foundation of the research, addressing the methodology, sources of data, how data was analysed and interpreted as well as providing for the validity and reliability of the methods employed. Different concepts from several fields of study are applied in this chapter. 

3.2 Research approach and design

The two widely uses approaches to research are qualitative and quantitative research. This study used a qualitative research approach. The research is qualitative in nature as information sought is mainly descriptive. Research questions can only be answered through discretional method (Henning, et al, 2004). Data was collected from two sources during the study, which are primary and secondary data. Qualitative research methodology is best suited for an exploratory research and suits this study (Merriam, 2001; Henning, et al, 2004). Fraenkel and Wallen (2009) argue that qualitative research studies investigate the relationships, situations or materials between processes and events. Qualitative method permits the researcher to study selected cases in detail and elicit participant account of meaning, experience or perception. 

The researcher used KwaNokuthula as a case study as it is located within Bitou Municipal area of jurisdiction. The main aim of the study is to explore the Bitou Municipality’s governance and service delivery protests. Merriam (1988: 21) refers to a case study method as a “…intensive holistic description and analysis of a single instance, phenomenon or social unit. The use of a case study is preferred because it is appropriate for conducting in depth analysis with an advantage of multiple sources of data collection that can be used (Merriam, 1998: 19)   

[bookmark: _Toc370219763]3.3 Data collection

Data for the case study will be collected from multiple sources in the form of interviews, documentary analysis and through observations. Triangulation was used to explore convergence, complementarity and dissonance (Lincoln & Guba, 1995; Tellis, 1997). 


[bookmark: _Toc370219764]3.3.1 Primary Data Collection

Data collection was carried out over two months through in-depth interviews. The process of identifying participants was not easy due to the sensitive nature of the case of the researched topic.  The permission to conduct the survey within the municipality was sought from the acting municipal manager. Electronic mail was sent through all departmental heads by the municipal manager requesting them to assists me with interviews and information. The participants were all informed that the research was for academic purposes and that their identity would be protected (Welman, et al 1999: 193). Some municipal officials were unwilling to be seen interviewed fearing that they might be victimised by the ruling party and management.  

The research adopted the snowball sampling approach as the respondents were unknown to the researcher. Snowball sampling is referred to as chain referral, or network or reputation sampling (Neuman, 2006). Snowball technique was used to access all key respondents, in which the researcher was referred another respondent until all key respondents were interviewed. The municipal manager served as the spring board for the snowball. The survey was carried as in the following manner:
· Drafting of a research participation program
· Approaching stakeholders and ask for contact
· Obtaining contacts and asking respondents to participate in the study
· Explaining to respondents as to why they should participate in the survey as well as their right to withdraw at any stage of the interview 

Some of the key respondents have since relocated from Bitou to other areas unknown to the researcher however some of those who have relocated were interviewed through telephonic interviews. Interviews were conducted in both English and Xhosa. Because Bitou is very small place snowball worked very well as the respondents knew each other. Some of the interviewees provided the researcher with contact numbers of those who left the municipality. Direct administering of the question was meaningful as unclear questions were explained. 

Some of the Municipal officials interviewed were very economical with information which seems to implicate them or put their municipality in bad light. Knowing that service delivery protests and poor governance in municipalities are sensitive topics pseudonyms were used to protect the participants’ identity. Many of the respondents were eager to talk after establishing trust with the researcher. Respondents who were among the protestors were very relaxed in talking about the protests unlike some of the municipal officials. Eight municipal officials were interviewed and some were not working for the municipality at the time of the protests but they had greater knowledge and understanding of municipal governance. Three councillors from three different parties, DA, ANC and QMQ were among the interviewees. 

The survey was conducted through open-ended questions with the view to elicit respondents’ experiences and perception over service delivery protests in Bitou Municipality. Closed ended questions were also used where the researcher provided enough options for the respondents to add information that was not contained. 

The questions were organised into four themes: part one dealt with governance practice in Bitou Municipality. Part two dealt with Municipal officials’ perception and understanding of service delivery protests and how they consider responding to them. Part three dealt with what can be done to improve governance. Part four dealt with the hindrances of service delivery protests. 

The sensitivity and background of different respondents were considered and respected by the researcher (Welman, 2001). The researcher did not record the interviews due to the sensitivity of the study. More, especially, the municipal officials would have been unlikely to open up when recorded. 

The interviews were transcribed by the researcher (Vital and Jansen, 1997).  Transcribed data was organized into categories, themes and patterns, to identify recurring themes, broad patterns, linkages and relationship. The researcher identified themes and patterns that brought out ideas, concepts, behaviours of participants and sequence of events including terminology (Powell & Renner, 2003). 

[bookmark: _Toc370219765]3.3.2 Secondary Data

Secondary data supplements gaps on the issues researched. Patton notes that “Multiple source of information is sought and used because no single source of information can be trusted to provide a comprehensive research report” (Patton 1990: 244). Secondary data was collected from books, journals, media articles, research reports and government policy papers. The research used secondary data to design the theoretical frame and formulate the research questions (Brynard and Hanekom, 1997). 

[bookmark: _Toc370219766]3.4 Data analysis
Data analysis was accomplished by organising data into categories using codes (Henning, et al, 2004). Tellis (1997) suggests that analytic techniques such as cross tabulations, descriptive statistics are suited for examining the relationships between variables (Miles and Huberman, 1984; Yin, 1994). 

[bookmark: _Toc370219767]3.4.1 Validity and Reliability

To ensure credibility of the study triangulation and member checks were used to determine the authenticity and suitability of data. (Merriam, 1998; Stake, 1995) assert that the need for triangulation arises from the ethical need to confirm validity of the process to ensure accuracy. To improve validity one expert on field research will be interviewed to test research findings. Moreover, at least two members from the community were interviewed to strengthen validity and reliability.  

[bookmark: _Toc370219768]3.5 Significance of the Research

Given the challenges facing Local Government in fulfilling its constitutional mandate to deliver sustainable services, this study provided a framework to ameliorate municipal governance and service delivery. Moreover, it serves as a benchmark for other local municipalities. Finally, it imparts new knowledge that can be used in the academia.  

[bookmark: _Toc370219769]3.6. Limitations and ethical considerations

The sensitivity of the research had the potential to propel or trigger events similar to the Bitou 2007 to 2009 service delivery protests. Bitou Municipal area is very small most of the people almost know each other and could easily detect who provided particular information. So data presentation required diplomacy to protect respondents. Also, municipal officials were willing to divulge internal weaknesses or information deemed to be confidential. 

To overcome some of the limitations, a brief background of the research and purpose of the study was communicated to the respondents. In addition the following ethical measures were advanced and communicated to all respondents beforehand. 
That:
· Participation in the study was voluntarily, informed consent was obtained by the researcher;
· Informed about the consequences of participation in the study;
· The names of the respondents would remain anonymous and confidential; 


[bookmark: _Toc370219770]3.7	Conclusion

Despite all these limitation, the information collected in Bitou is rich enough to answer key research questions. 
















[bookmark: _Toc370219771]CHAPTER FOUR
[bookmark: _Toc370219772]DATA PRESENTATION

[bookmark: _Toc370219773]4.1 Introduction

This chapter presents the main findings of the field research. These findings reflects the view, experiences and understanding of different respondents who included municipal officials, councillors, residents and protestors concerning governance and service delivery protests. Respondents from different fraternities were useful in shedding more light on Bitou municipality governance and service delivery protests. Divergent viewpoints were useful in that they provided in-depth understanding of the local governments and service delivery challenges. 
The structure of this chapter is aligned to the themes of the study along the research questions: 

1. What are the current governance practices in Bitou Municipality?

2. How do Bitou Municipal Officials perceive, understand and consider responding to service delivery protests?

3. What can be done to improve governance in Local Government?

4. What are the hindrances to service delivery or causes of poor service delivery?

To respond to these questions, the field research was organised into 4 main thematic areas. 


[bookmark: _Toc370219774]4.2 First theme: What are the current governance practices in Bitou?

4.2.1. Does your Municipality have an approved IDP and what did the IDP process entail?
One respondent mentioned that in the past it was done by consultants but it changed in 2007 as now the municipality develops its own IDP. Eight respondents mentioned that the municipality has an approved IDP. Two respondents stated that approval takes place once every five years or when a new council is formed after local elections. One respondent said IDP reviews occurs annually. One respondent said that twenty community members were appointed for drawing ward plans. IDP public meeting are being called between February and April each year. Two respondents mentioned that the challenge with IDP credibility was linking priorities with resources. One respondent added that when other resources are not available “it was viewed as unfulfilled promise”. One respondent mentioned that IDP is a strategic plan of the municipality which guides budget spending. One respondent added that sometimes politicians make promises which are outside the IDP.

Two respondents said the politicians undermine council processes. One respondent reported that last year (2012) the community wanted to walk out a meeting because some of their needs were not in the budget. One other respondent stated that there were never any IDP meetings. One respondent mentioned that; “Politicians are not involved in the building process of the IDP, the level of Councillors participation is concerning. They even ask questions in public forum. IDP is confused with performance and the analysis of priorities is seldom confused with the IDP changing to a complaint session. Community and Councillors do not understand the purpose of IDP; it ends up being just another public meeting. Stake holders are there for their own interest”.

4.2.2 Does the municipality have an approved performance management system? How effective is it?
Four respondents mentioned that the municipality has an approved performance management system. One respondent mentioned that they have signed performance agreements but that it was last evaluated in 2010. One other respondent mentioned that, at the onset, the municipality did not have a PMS and it has been using the model from Grahamstown and added that “it was useless only used to justify payment of bonuses”.  One respondent said that from 2007, the municipality had a credible PMS, which under gone public participation that talked to the needs of the municipality. One respondent mentioned that it was brought before the attention of the municipal manager that managers directly accountable to him needed to be evaluated and the response was that it was not a priority to him. One respondent mentioned that since the beginning of 2013, they have signed performance agreements
4.2.3 What is the status of audit report pertaining compliance to municipal legislation?
Five of the respondents mentioned the municipality is compliant to most of the legislative framework applicable in the local government; the number of the clean audits for the past five years speaks volumes about legislative application. Two respondents mentioned that the AG aligns the budget to the IDP and PMS. The two respondents added that on financial audit the AG was concerned about the water losses, debt collection and vacant positions.   
4.2.4	How does your municipality deal with complaints?

Seven respondents mentioned that the municipality has a dedicated customer care centre situated in the main offices at Sewel Street. Customer care centre operates for twenty four hours with after hours’ calls handled by the emergency centre. One respondent mentioned that once complaints are received they are transferred to the relevant departments for action. Three respondents stated that the standby personnel respond to the emergency complaints such as water and electricity outages. One respondent mentioned that sometimes the customer care centre conceals reported information such as drunken officials on duty. One respondent noted that budgetary constraints limit response to some immediate complaints. Two respondents mentioned that even though councillors know about the challenges “they put us on the spot”. Three respondents said that there is no mechanism to evaluate the effectiveness of the Customer Care Centre. One respondent said “I think together we can do much better” referring to the handling of the complaints.   

4.2.5	Is the budget approved in time as per regulations set out by the treasury? What are some of the budget constraints?

Twelve respondents said council budget is always approved on time as required by the treasury before the 1st of July each year.  One respondent questioned the credibility of the budget saying “how credible is the 2012/2013 budget because it was not done with us” One respondent mentioned that “we are cash strapped the budget lacked focus, tariffs were increased to make up for budget shortfall”. Two other respondents mentioned that the municipality is experiencing cash flow problems. One respondent cited an example that council decided to augment housing subsidy from R68 000 to R72 000, which contributed to cash flow problems.

4.2.6	Does the municipality have a LED approved strategy and how effective it is?
 
Four respondents stated that there is a LED strategy. One respondent stated that municipality has not spent much on the LED strategy for the last five years. One respondent mentioned that “There was a perception that LED is about garden and paving projects”. Two residents mentioned that the level of education is very low and poverty levels are high. One respondent added that children have to travel out of town for further education. Three of the respondents lamented that communication between the community and the municipality is lacking.  One responded mentioned that the municipality is not using all the available avenues to reach out to the public. 

4.2.7	How is your municipality dealing with fraud and corruption?

One respondent mentioned that there is a fraud and corruption strategy but there is no assigned person to oversee the implementation of the strategy. One respondent mentioned that there is no dedicated whistle blowing line for the community or personnel to report corruption. One respondent said that the community doesn’t like corruption. One other respondent said some people sound alarm over corruption out of “jealousy of the municipal officials as they envy their jobs as they accuse the municipality of nepotism”. One respondent said they protested because the ANC was abusing power giving tenders to ANC aligned people. One respondent denied that there was corruption but accepted the practice of nepotism. Four respondents mentioned that in 2007, state agencies which included the Special Investigation Unit and the South African Police Services initiated investigations but nobody was found guilty in the courts.  

4.2.8	What is the level of service delivery in the municipality? 

Housing Delivery: Eleven respondents stated that the service the municipality offers surpasses what is being offered at municipalities with similar capacity in other parts of South Africa. One respondent mentioned that “Plett does not only build RDP houses, but it also modernises the houses for the community”.  “Plett” refers to Plettenberg Bay in Western Cape. One respondent said the municipality has built over two thousand houses and most of the houses are situated at KwaNokuthula. Other respondent mentioned that houses were only allocated to friends and ANC aligned people. One respondent said the houses in Bitou which are about forty two square metres in sizes bigger relative to other RDP houses. One other respondent mentioned that housing delivery in Bitou is above the national threshold. One other respondent said that Bitou has been receiving housing awards from 2007 to 2010 and that they have a progressive plan for housing. One respondent stated that housing backlog is big because the migrants from other areas as far as the Eastern Cape have joined the waiting list. One other respondent mentioned that “it is a fact that housing delivery has been very slow so protesting for housing is genuine”. The respondent added that housing problems are related to land availability. 

Water Delivery: three respondents stated that there are no water backlogs in Bitou. Two respondents mentioned that the municipality has been accorded a ‘Blue Drop Water Status’, a prestigious measure of the quality of water, by the Department of Water Affairs. One respondent mentioned that the municipality is ranked ninth country wide for the quality of water provided. Five respondents mentioned that water provision in Bitou is over eighty per cent.
Electricity Provisions: three respondents said that the municipality supply of electricity is well above eighty per cent. Before, they added, the municipality had challenges with the supply in the informal settlements because land was privately owned.
Roads: Fourteen respondents mentioned that most of the roads are tarred in the municipal area. Two respondents mentioned that only 17 kilometres remains to be tarred through out Bitou area.
Waste Removal: twelve of the respondents mentioned that they believe the provision of waste removal is over ninety per cent. One respondent mentioned that the municipality is confronted with the possible closure of the disposal site as its capacity has been exhausted.     
Sanitation & Toilet: One respondent said that there are no bucket systems; over eighty per cent of households have access to toilets.
4.2.9	Does the municipality have recruitment policy and necessary skills required for effective service delivery?

Eight of the respondents mentioned that the municipality has approved recruitment policy. One respondent said the policy was never implemented. Three respondents mentioned that the municipality had the required skills. One respondent added that at higher level (directors upwards) incumbents were qualified and skilled as “at management level seventy per cent of the managers were skilled”. Two respondents mentioned that skills are limited. One respondent mentioned that “we are struggling to recruit an Electrical Manager”. One other respondent said we have capacity to render some functions to a certain extent compared to other municipalities, “…we are delivering”, he added. One respondent stated that they protested because of service delivery deficit, abuse of state resources and appointment of cronies. One respondent mentioned that “you go to sleep tomorrow you have a manager” and the respondent added that “you get an instruction that somebody should be in the office”. The respondent mentioned that the instructions were from the head of the institution. Three respondents mentioned that three officials were appointed on the public holiday of 16 December 2007. One respondent mentioned that municipal organogram does not make provision for the positions and the organogram has never been reviewed since its approval way back in 2002. One respondent lamented that the current DA Council is doing the very same things which the leaders of the protest complained about, for example, “A leader of QMQ, is now a PA in the office of the Mayor”. During the ANC Council, protestors said that the ANC was appointing cronies, relatives and people aligned to the ANC.

4.2.10 What is the level of public participation of the community in the municipal affairs?   

Six of the respondents mentioned that the municipality conducts public participation. One respondent stated that “public participation is done for compliance purposes only and not for the merits of participation”. Two respondents mentioned that the municipality have appointed ward committee members that serve as a conduit between the public and the municipality. One respondent mentioned that since the change of council public participation has improved. He added that in the past feedback to the community was lacking and now the municipality even reports on the financial standing of the municipality.  
  
The first theme from Section 4.2.1.1 to 4.2.1.10 discusses Bitou municipality governance and compliance to municipal legislations framework and level of service delivery.  

[bookmark: _Toc370219775]4.3 Second theme: Sequence of events

This section discussed an account of is the sequence of events that led to the Bitou protests.

[bookmark: _Toc370219776]4.3.1 What were the grievances made by the protesters?

Four respondents stated that the protesters were aggrieved by the lack of housing delivery and nepotism at the municipality. Moreover awarding they cited tender malpractices and abuse of state resources. One respondent cited the purchase of the mayor’s BMW at a value of R740 000, slaughtering of cattle and funding celebrations from municipal coffers as the reasons they protested. 


4.3.2 How did the protests start? 

Two respondents mentioned that the protests started after the ANC won the 2006 local government elections defeating the DA. One respondent mentioned that the protests started at the beginning of April 2007. Four respondents mentioned that protesters staged a sit-in at the office of the mayor while the mayor was away. One of the respondents who was a protester in 2007 mentioned that initially they had formed a housing concern group with legitimate housing needs but later politics took over “I then withdrew” from the protests until a housing committee was formed which he still serves under. Seven of the respondents mentioned that public meetings were held at an open area because municipal officials demanded evidence that they were legitimate SANCO members. One respondent stated that a group of eighteen people, including a councillor refused to leave the office, after a number of warnings; they were then arrested after sunset by the police. Four respondents mentioned that on the very same week after the arrest, the concerned group erected shacks at an open land called Phola Park. Two respondents mentioned that on the 16 April 2007 the municipality obtained a court order against the protesters for erecting illegal structures. 

One respondent said that on the 30th of April 2007, he got information that there were people at his house while in a meeting, “I left the meeting for my house to protect my family. I noticed that there were a group of people on the street singing liberations songs. I was then attacked and my house was pelted by the protesters”, he added. One respondent said that five people were arrested on the 3rd May 2007, for living in the shacks built in a prohibited area. One other respondent mentioned that a security company was appointed to protect the mayor and councillors. Two respondents stated that on the weekend of 12 & 13 May 2007, police demolished two illegal shacks that had been built on the very same weekend. Five respondents mentioned that on the 13 May 2007 there were clashes between the protesters and the police whereby a police van was petrol-bombed. Police used rubber bullets to disperse the crowd which used tyres and stones to blockade the roads. Two respondents mentioned that the houses of two of the protesters were petrol-bombed on the 21 August 2007. Four respondents mentioned that on 23 August 2007 there was a clash between the police and the protesters where tyres were burnt and roads closed. Six of the respondents said that there was a community stay-away which for some days. Two respondents mentioned that the protests subsided after the stay-away was called off. Three respondents said that the protests intensified when a child, while sleeping, was killed by a police stray bullet. Two respondents reported that 26 protesters were arrested in connection with the violence. 


4.3.3	How do you perceive and understand service delivery protests in Bitou?

Nine respondents stated that the protests were not about service delivery as such but it was political driven. One respondent said the protests were never about service delivery if one compare the standard of services of water provision, sanitation and all the roads that are tarred you can make your own judgement. Two protests participants mentioned that initially the protests were about lack of housing but later they were inundated with politics. One respondent mentioned that the protests are unnecessary because the protestors always damage property which should then by repaired by the same municipality. The respondent added that the public does not understand council processes and statutory requirements and people “toy toy because we do not speak to them”. One other respondent mentioned that the protests are out of anger. One other respondent mentioned that “I think the protests were about political leadership”. One respondent said there are different sources of the protests, the KwaNokuthula protests were about housing and they had no merit. He added that the Qolweni (Informal settlement away from KwaNokuthula) and Kurland protests had merit because they experienced serious shortages. The respondent further wondered “why the KwaNokuthula service delivery protests because Kwano is an area were service delivery was concentrated, they got most houses”.

One respondent stated that delivery protests have been used as a scape-goat for political interests. Five respondents mentioned that the protest we about infighting within the ANC. Six respondents mentioned that power struggle and the expulsion of one ANC member (for voting with the DA against passing of the municipal budget) contributed to the protests. Two respondents mentioned that the protests were about slow pace of housing delivery at the municipality. Nine respondents stated that after the ANC won the 2006 local government elections, the ANC deployment committee accorded executive mayor-ship to the then Eden district municipality  mayor to Bitou municipality. Six added that certain members were unhappy with the deployment. Two respondents said that one group supported the then provincial chairperson of the ANC with another splinter group supporting the then ANC premier of the Western Cape. Five mentioned that the same local councillors were unhappy and that one of the councillors had already informed people that he was going to be the next mayor of Bitou. Seven respondents mentioned that as a result there was a division in the ANC. Four respondents stated that the aggrieved group mobilised the community under the name of SANCO, raising service delivery deficits. Ten members mentioned there were then two SANCO groups one supporting the aggrieved and the other supporting deployed executive mayor. Three respondents stated that all SANCO groups were calling public meetings. Two respondents said that provincial SANCO barred SANCO which was against the executive mayor from operating under its name.

Twelve respondents said the group changed its name to Qcina Mhlali known as QMQ. They added that the new formation continued with service delivery demands for housing and that of corruption. Two other respondents said QMQ was instrumental leading to the occupation of vacant land at Phola Park. One respondent mentioned that, by then, ANC had already dismissed the aggrieved councillor which voted against the ANC. One respondent mentioned that “the protest was about own aspirations look now the same protest leader is an executive mayor and appointed other QMQ leader into the municipality. Doing the very same thing they were complaining about”. Two respondents stated that no housing delivery is happening even though the guard has changed. One protester said “we have put them into power but now they are giving the tenders to white companies but at least now tender are being opened in public”. One other respondent stated that “there were no other service delivery protests at KwaNokuthula but DA own people from New Horizon and Qolweni protested against them”.    

4.3.4	What happened after the end of the protests?

Two respondents stated that the protests were stopped by community leaders through meetings. One other respondent said the protests ended after a meeting was held with business because as it was conceived the protests had a negative impact on the local economy. 

This theme discussed the sequence of events of the April 2007 protests which started with sit-in at the office of the mayor. Protesters raised grievances and occupied vacant land which propelled violence in KwaNokuthula after municipality obtained a court order. Responses reflect that there were political contestations between various groups in the community. 

4.4 [bookmark: _Toc370219777]Third theme: In your view what can be done to improve governance in the local government?

Two respondents indicated that availability of financial resources will enable the municipality to address the needs of the community. One respondent mentioned that, “We need to be ethical about governance. People are appointed, now we have people that can’t even do the job”. One respondent mentioned that intergovernmental relations should be improved to tap into resources and improve funding. The respondent added that, “Politics should not be part of administration; there should be a clear gap between politics and administration”. Two respondents suggested professionalism of the municipality administration and political structure because councillors have to interpret policies and legislations. One other respondent said that the municipality should develop a sound strategy to deal with corruption.

[bookmark: _Toc370219778]4.5 Fourth theme: In your view what hinders / causes poor service delivery at your municipality?

Six respondents indicated that lack of funding is an impediment to service delivery. One other respondent mentioned that municipal officials that are immune to discipline or evaluation affect municipal performance. One respondent mentioned that since the DA took over, service delivery has come to a stand still; “From 2011 to 2013, no service delivery tenders were given to whites.” Two respondents mentioned that they were last evaluated in 2010 for performance. One respondent from the audit section reported that when this matter was brought before the attention of the municipal manager, he responded that it was not a priority to him. 

The third and fourth themes discussed possible remedies raised by respondents and possible impediments to service delivery.

[bookmark: _Toc370219779]4.6. Conclusion

This chapter presented the findings of the field research. The discussion was on the comments of the respondents drawn from various sectors and social classes of the community including municipal managers and employees, political and community leaders as well as the members of the public. The discussion touched on the various possible causes of the protests and, in particular, the 2007 protest. The causes included political, capacity, and abuse of office among the municipal employees. The discussions also looked into the perception of the members of the community including the perceived slow pace of house delivery and cadre employment by the ANC and DA governments. 





[bookmark: _Toc370219780]CHAPTER FIVE
[bookmark: _Toc370219781]ANALYSIS AND INTERPRETATION OF DATA

[bookmark: _Toc370219782]5.1 Introduction 

This chapter presents a synthesis s of the field research findings and the literature review. The data is mainly drawn from in-depth interviews and documentary reviews of archival information that was sourced from the Bitou Municipality classified information section. The structure of this chapter, as was the previous one, is thematic, designed along the main research questions. 

[bookmark: _Toc370219783]5.2 Social characteristics

KwaNokuthula is a township situated on the outskirts of Plettenberg Bay. Its economy drivers are tourism, small farming and the local municipality government. The population size is 39,000 with an unemployment rate of 30%. The standard of education is below the national average of 73.5% with only 61% of the learners aged 5 to 24 attending school (Bitou IDP, 2010).

[bookmark: _Toc370219784]5.3 Research objectives

The purpose of this research was to explore governance and Service delivery protests in Bitou Municipality, to understand governance of the municipality and municipal officials’ perceptions on service delivery protests and how they consider responding to these protests. 

[bookmark: _Toc370219785]5.4 Research questions

· What are the current governance practices in Bitou Municipality?

· How do Bitou Municipal Officials perceive, understand and consider responding to service delivery protests?

· What can be done to improve governance in Local Government?

· What are the hindrances to service delivery or causes of poor service delivery?


[bookmark: _Toc370219786]5.5 First Theme

[bookmark: _Toc370219787]5.5.1 What are the current governance practices in Bitou Municipality?

[bookmark: _Toc370219788]5.5.1.1   An approved IDP and PMS system 

The study finds that at least there are IDP meetings in the municipality. However, the IDP meetings are not held regularly, ranging from one to two years. Municipal legislative framework requires municipalities to develop integrated development plans for their areas. The IDP is the business plan of the municipality reflecting key performance areas, linking budget to strategies, short term and long term goals of the Local authority. Municipality’s respondents displayed knowledge of the Municipal IDP although critics of the local IDP felt that it amounts to the repetition of the very same issues year after year. 

Most of the employees at Bitou Municipality assert that there are performance management systems (PMS) in place. Its effectiveness is not supported as it needed to be evaluated or it was not being used for the right purpose as sometimes the PMS is used to evaluate bonuses.
[bookmark: _Toc370219789]5.5.1.2 Dealing with fraud and corruption

There is a feeling in the community that fraud and corruption are not being fought decisively. Although there is corruption and fraud strategy, there is no one assigned to oversee its implementation. Indeed the discussion in the literature Section 2.5.15 cites Botes et al. (2007) remarking that housing allocations in the SA municipalities are riddled with corruption. Hence the issue of corruption is not unique to Bitou Municipality alone. Moreover, the ruling party, the ANC, has been accused of abusing power by appointing and giving tenders to its cronies. Such acts of nepotism, the community members feel, are recipe for corruption. Still on corruption, some community members, though in the minority, feel there is no dedicated whistle blowing system to report acts of corruption. Interestingly, a majority of the residents feel the fight against corruption and fraud is being held-back by the laxity of law enforcement agencies, namely the Special Investigation Unit, the police as well as the slow court process.  

[bookmark: _Toc370219790]5.5.1.3 Audit report, compliance and service delivery at Bitou municipal 

The municipality seems to be compliant with the legislative framework of the local government as most respondents (See Section 2.5.1.2) talked positively of it. Indeed a few of the respondents added that the clean audits for the past five years are a manifestation of the compliancy and it seems the IDP and PMS are aligned to the legislative framework.    

The municipal workers overwhelmingly link the customer care unit with improved service delivery and compliance. This is aided by the role of the standby personnel who receive and refer service delivery issues pertaining to water and electricity to the emergency call centre which operates twenty four hours a day. However, some employees feel that sometimes the customer care unit conceals reported information such as failing to expose drunken officials on duty. Other drawbacks include budgetary constraints which sometimes limit the service delivery agenda. Indeed some residents feel that the municipality is experiencing cash flow problems. Literature on 2.5.1.1 illustrates the reasons that prompted the ANC lead government to adopt the ‘Botho Pele’ (people first) principle to enhance accountability to its citizens which in many instances is often honored. 

The municipality, the study finds, has an LED strategy in place but its role is not clear as there is a perception that LED is about garden and paving projects. Municipalities are obligated by the constitution to be developmental; literature on chapter two under 2.6 emphasizes that good governance contributes to progress and development therefore lack thereof can be a hindrance to economic growth in South Africa (Mkhadawrie, 2007, p.33).
 
On specific service delivery items, there are varied feelings. For example, residents give positive account for housing delivery as they overwhelmingly observe that the level of service delivery the municipality offers surpasses what other municipalities of similar capacity in South Africa offer. This confirms the literature finding in Section 2.5.1.5 that notes that housing provision is not a problem, and hence does not trigger service delivery protests. The positive observation is also augmented by the fact that the municipality renovates and hence modernises the RDP houses on a regular basis. Yet some community members accuse municipality officials concerned of allocating houses to friends and ANC aligned people.  
On Water Delivery, a significant number of the community members notes that there are no water backlogs in Bitou, the reason the municipality has been accorded a ‘Blue Drop Water Status’. In fact, according to some respondents, the municipality is ranked ninth in the country for the quality of water provided. Other services seem also to rate over 80%.



Figure 5.1: National Water Delivery Ratings

Source: DWAF 2012
	
The Department of Water Affairs which measures the quality of water provided by the municipalities has rated Bitou Municipality’s water quality at number 9 out of the 283 municipalities, including the metros.  For the past consecutive 3 years, Bitou Municipality has achieved a Blue Drop rating status. Although the Municipality is doing very well in the provision of water, the Auditor General in the 2011-2012 report noted that the municipality incurred water losses of 457,665 kilolitres valued at R174, 317.

Other provisions are also positively rated by the municipality employees. These include provision of electricity where the some respondents feel that the provision is well above eighty per cent. The municipality before had a challenge with provision electricity in the informal settlement because land was privately owned. On roads, the community overwhelmingly observes that most of the roads are tarred in the municipal areas and only 17 kilometres remains to be tarred throughout Bitou area. On other service items such as waste removal, sanitation, twelve of the respondents mentioned that they believe the provision of waste removal is over ninety per cent.  A significant number of the residents have witnessed that the municipality conducts public participation. Below is a summary of the score on service delivery items of the Bitou Municipality from the literature review.


Figure 5.2:  Basic Service delivery summary

Source: Census, 2012

Literature in Section 2.8.3 validates the views obtained from the Bitou Municipality field research. The municipality provides services which are above national standards. According to the 2012 Census, the municipality scored above 80% on a weighted list of municipality services (Stats SA 2013). Household with access to refuse removal is at 87-89%. Household with access to electricity is rated at 81-94%, household with access to piped water is at 80-83% and household with toilets is at 80-81%.
	
[bookmark: _Toc370219791]5.5.1.4 Recruitment policy and skills status at Bitou

There is a general feeling that the municipality has an approved recruitment policy that ensures that the required skills are available. However, it is observed that only directors and those in the senior echelons are having the right skills. Also, vital positions such as electricians are not easy to fill according to the residents. This observation aligns with the assertions of Managa (2012) in Section 2.5.1.4 of the literature review as he notes that lack of skills and incapacity are some of the reasons service delivery protests are prevalent in South Africa. As well as figure 3 illustrating National rating for Productive Local Municipalities in South Africa, 



[bookmark: _Toc370219792]5.5.1.5 Ranking of municipalities in service delivery 



Figure 5.3 Top performing municipalities 
   
Municipal IQ Productivity Index

Figure 3 indicates that Western Cape municipalities perform much better than their counterparts in the other provinces. It is surprising that Bitou and Knysna municipalities are amongst the municipalities that experience service delivery protests despite their good performance in delivering services. For example, Bitou Municipality achieved a rating of 57.86%. Compared to the best performing entity, the City of Cape Town, which was rated at 66.82% in 2012, Bitou Municipality performs far much better than most of the district municipalities. In fact the highest rated district scored a rating of 58.99%, not far off the score of Bitou Municipality. 

[bookmark: _Toc370219793]5.6 Second Theme: How do Municipal Officials perceive and understand service delivery protests?

75% of the respondents believe that protests were political while 8% believe the protests were about service delivery.  Only 17% think that a combination of both factors is the cause. There is a general feeling by most of the people that the protests weren’t profoundly, service deliver related but political. Section 5.1.4 of the study finds that the standard of services in Bitou is above eighty per cent.
Figure: 5.4 Distributions of Service Delivery Protests Respondents 

The Voortrekker Case Study illustrates a caution against general use of term service delivery protests as the term often goes beyond the specifics of service delivery to include grievances against local governments (Dlamini, 2011). The field research notes that initial grievances were wide ranging and included housing delivery issues but later protests took a political angle. Most of the community members and employees of Bitou perceive protests to be largely influenced by political squabbles within the ANC and contentious politics that involves the different political parties. This observation is supported by literature search in Section 2.5.3.1 which indicates that political infighting is prevalent and it often leads to councillors failing to convene council meetings (Lochner et al, 2008; Tilly, 2003).

[bookmark: _Toc370219794]5.7 What can be done to improve governance at the Local governments?
Section 152 of the Constitution mandates municipalities to provide democratic and accountable government for local communities to ensure provision of services to the communities. Therefore municipal officials are obligated to fulfil this constitutional mandate.

The research findings show that most of the members of Bitou Municipality feel that lack of funds impede the municipality from addressing the needs of the community adequately. 

A view shared by the majority of the employees at Bitou Municipality is that the poor administration and lack of professionalism bogs down service delivery. Ad-hoc appointments in tendering and employment have also been noted as an impediment to good. Indeed the literature search in Section 2.5.1.4 has pointed out that a litany of service delivery protests are as a result of poor governance. The municipality has to develop a fraud and corruption strategy. It should have a meaning because the absence of conviction on reported cases does not necessarily mean the absence of corruption but that not enough effort has been made to detect corruption.

[bookmark: _Toc370219795]5.8 What are the hindrances to service delivery or causes of poor service delivery?

Most of the members and employees of Bitou Municipality view lack of communication between the municipality and the community as a hindrance to service delivery. Bitou has to develop a communication channel with the public to improve public participation.

The municipal legislation has been cited as an impediment to service delivery. Emdon has observed that “the most disempowering issue confronting the local authorities is the plethora of legislation, on the other hand and the lack of knowledge of existing legislation” (1997, p23). 

[bookmark: _Toc370219796]5.9 Conclusion

The study established that the standard of services rendered by Bitou Municipality surpasses most of the municipalities of the same size. The research has established that the municipality is compliant to most of the governance legislative framework. However there are some areas such as public participation which the municipality has to work on. The study has also established that municipal officials are always blamed for service delivery protests. This study also established that views of the officials were not fully expressed in many studies as most studies focused mainly on the views of the politicians and the members of the public.

The study managed to establish how municipal officials perceive, understand and consider responding to service delivery protests. Officials perceive and understand service delivery protests as politically and selfishly driven. Moreover, the protests are seen as the struggle for power between the ANC, DA and Qcina Mhlali. The research shows that there is little cooperation between councillors as political parties jostle and work for the downfall of the party occupying the office at a particular time.

It has also been established that fraud and corruption strategy is non-existent and there are no mediums to report corruption at the municipality. Moreover the research established that the lack of financial resources, poor intergovernmental relations, employment of the people by political parties and political infighting are the hindrances or causes of poor service delivery in the municipality.


It is also established that councillors are involved in the supply chain processes contrary to the supply chain legislations. 


The research established that municipal officials are aware of their roles and what needs to be done to improve governance. They cited professionalization of the municipality funding and that there is separation between administration and politics. However, it has been found out that some municipal officials are partisan.


[bookmark: _Toc370219797]CHAPTER SIX
[bookmark: _Toc370219798]CONCLUSIONS AND RECOMMENDATIONS

[bookmark: _Toc370219799]6.1 Introduction

The conclusion and recommendations of the study are presented in this chapter. The recommendations are largely informed by the findings from the study and reference to relevant literature. This serves to close existing knowledge gap between governance challenges and service delivery protests at Bitou Municipality in the Western Cape. It also sheds some new knowledge on the spectre of service delivery protests in the entire South Africa. This research was borne out of the realization that service delivery protests have persisted in local governments without adequate response by to contain them. The government has been intervening through police force and task teams but service.

[bookmark: _Toc370219800]6.2 Aim and objective of the study

The aim of the study was to explore governance and service delivery protest in Bitou Municipality, to understand governance of the municipality and municipal official’s perception of service delivery protests and how they consider responding to these protests. 

6.3 The theoretical setting and literature research
The research applied governance theory framework as well as various service delivery discourses. Almost every scholarly work claims that good governance is a prerequisite for development. Municipal Legislative framework is strongly embedded in the practice of good governance which embraces transparency, accountability, participation, effectiveness and efficiency. 
Although much work exists on the causes of development theory and practice, not much work has been done on the real causes of service delivery protests even where good services exits. In the South African context, no research has investigated the perception of local government employees as to what are the real reasons behind a spate of protests across the country. Most of the research that has been done in the country only discussed the views of politicians and the community leaving lacunae of information. Hence this research sought to explore governance and service delivery protests in Bitou Municipality, to understand governance of the municipality and municipal official’s perception of service delivery protests and how they consider responding to these protests.
6.4 Research Questions
At the onset of the study it was unclear how governance and service delivery protest unfolded in Bitou Municipality and how municipal officials perceive and understood service delivery protests and how do they consider responding to them.
The research raised the following critical questions:
· What are the current governance practices in Bitou Municipality?
· How do Bitou Municipal officials perceive, understand and consider responding to service delivery protests?
· What can be done to improve governance in Local Government?
· What are the hindrances to service delivery courses of poor service delivery?
6.5 Methods
To achieve the aims of the study and answer the research questions a qualitative research comprising 14 in-depth structured interview questions was used.  In addition, some secondary data was obtained from various Bitou Municipal archives, IDP reports, media articles and journals. 

[bookmark: _Toc370219801]6.6 Findings

[bookmark: _Toc370219802]6.6.1 General Findings

1. The study established that municipal policies are not reviewed regularly. For example, the municipal organogram and the fraud and corruption strategy have never been reviewed in spite of the fact that positions were created. Moreover these positions seem to have been irregularly created as they do not exist in the municipal organogram. Hence, no efforts have been made to deal with corruption cases at the municipality. In general both media and the community perceive the municipality as corrupt. 

2. The research established that councilors confuse operations by ordering activities that are not approved or budgeted for. This causes a breakdown in management standards and accountability. Councilors deviate from plans when it is politically expedient and thus neglecting priority areas.
3. The study established that the perception of corruption is higher in Bitou. The vast majority of people believe that local authorities are corrupt and only take care of their individual interests. 
4. The study has also found out that participation is inconsistent in the different municipal wards.  Participation is high in townships but lower in the suburban areas. The research shows that LED is failing to have an impact and is not increasing the creditability of Bitou Municipality.
5. The study also established that identifying land for low cost housing is a challenge. Most of the available land belongs to the provincial government. As a result local government has to apply for the transfer of land which in most cases takes a lengthy period with the community blaming local government for not being responsive. The research established that municipal administration’s handling of complaints is below par. Even though a system of registering complaints is in place, there is no mechanism to evaluate complaints to inform future planning and ascertain the level of satisfaction from the community. 
6. The study established that municipal officials are partisan along political party lines. 

[bookmark: _Toc370219803]6.6.2 Findings as per research questions and recommendations

1. What are the current governance practices in Bitou Municipality?
Overall Bitou Municipality is well governed. Services provided by the municipality are above 80% on the Department of Water Affairs’ score. The Municipality is rated amongst the top performing municipalities in the country. Although the municipality has been receiving clean financial audits, there is a need to focus on the none-financial audits which the Auditor General normally does not report on. This implies a lack of internal controls.  
2. How do Bitou Municipal Officials perceive and understand and consider responding to service delivery protests?
It has been established that although many factors contribute to service delivery protests, political differences had a greater influence in the protests. Municipal officials perceive service delivery protests to be political. Therefore politics should be removed from administration in order to maintain discipline and to be responsive to the needs of the community. Mostly the protests were influenced by personal interests and political aspirations.  
3. What can be done to improve governance in Local Government?
Municipal employees should be professional and politics should be decoupled from the administration to eliminate partisanship in administration. The allocation of financial resources should be improved to address the budgetary constraints in the delivery of planned projects on the IDP.  
4. What are the hindrances to service delivery or causes of the poor service delivery?
The research established that a lack of financial resources and flouting of recruitment processes breeds negative perceptions. Prevalent political conflicts hinder the smooth running of the municipality.
[bookmark: _Toc370219804]6.7 Recommendations

Intergovernmental relations need to be put in place especially where the land required for housing belongs to provincial or the national government but the implementing authority is the municipal government. This should result in speedy delivery of houses to the community.

The municipality should develop early warning sings to detect the level of unhappiness in the community.

Internal control mechanism should be established to deal with reported corruption incidences especially in areas where the Auditor General does not address.

Prevalent political conflicts hinder the smooth running of the municipality; hence, political activities and biases should be decoupled from the civil running of the municipal government to improve service delivery.
[bookmark: _Toc370219805]6.8 Limitations

The research was only conducted in one Municipality in the Western Cape hence the findings may not be representative of the actual case in other Municipalities. Moreover some of the Municipal employees that were managing the Municipality at the time of the protest have since relocated.


[bookmark: _Toc370219806]6.9 Suggestions for future research

Widespread service delivery protests have led to numerous analysis presenting general theories about the causes. While these theories shed light on the phenomena as a whole they may not capture the specificity of the uprisings. The objective of the study is not to test or challenge such theories but to provide an insight into the specific reasons and conditions that led to the protests in Bitou. These findings will add to the existing body of knowledge about service delivery protest. It is recommended that a further study be conducted on the following:

· Clear separation of roles and responsibilities of councilors and municipal administration to remove unnecessary conflicts in the execution of respective duties. 
· Investigation on the personalization of politics, factionalism and political infighting  
·  The effectiveness of public participation
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1.


2.


KwaNokuthula residents build a shack in a prohibited piece of land; Phola-Park


3.


5.


7.


8.


9.


03 May 2007 – Five people, 1 man and 4 women, are arrested for living in shacks built in a prohibited area against the court interdict. The Mayors house is stoned by angry residents of KwaNokuthula.


On the weekend of 12-13 May 2007, Police demolish  2 shacks built on Saturday 


14 May 2007 - Protestors are arrested in connection with the petrol bombing of the Police vehicle


13 May 2007 -  Police use rubber bullets to disperse the crowd; Tyres are burned. A Police van is petrol bombed by protestors; 1 man is arrested and appears in court on the 16 May 2007.


6.


04 May 2007 - A private security company is hired to protect the Mayor and Councillors


10.


11.


12.


13.


14.


21 August 2007 - Activists house is bombed in Plettenberg Bay, Xipula township.


22 August 2007 - Nomhiki Jacob and Glody Podo houses' are petrol bombed


23 August 2007 - Police and Protestors clash in township


26 August 2007 - A child is killed whilst sleeping by a stray bullet


27 August 2007 - 26 people including 3 children appeared at the Knysna Magisterial Court.


 16 April 2007 - Muncipality obtains a court order


4 April 2007 – 18 people arrested including a Municipal Councillor


4.

30 April 2007 - Mayor is stoned by angry residents
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