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THE RELEVANCE OF SERVICE DELIVERY TO
RECRUITMENT AND SELECTION

NA Heynes,* MS Bayat† and IW Ferreira‡

ABSTRACT
According to Levin (2004:21), there are factors that are immediately obvious to
improving the manner in which service delivery could be improved. These include, for
instance, the usage of technology, training and other functions. However, people often
make a direct link between ‘back office’ processes and systems such as human
resources and its processes such as recruitment and/or performance management, or
even financial processes such as budgeting in service delivery organisations. This state
of affairs impacts negatively on community-oriented service delivery.

This article explores various elements of selected inhibiting factors to community-
oriented service delivery by the government service in general and provincial
government in particular.

INTRODUCTION

The recruitment process in the organisation is cumbersome and thus the turn-around time of
making the final appointment decision is long protracted. The organisation runs the risk of losing
the right candidate as there might be other organisations competing for the same candidate but
which have quicker and shorter recruitment and selection processes and turn-around times.
Obviously the consequences include the fact that service delivery is adversely affected. This
example of how vacant posts adversely affect service delivery can be observed in reality in those
institutions that have high vacancy rates, especially for senior positions. Recruitment and selection
play a vital role in service delivery as there must be adequate staff to perform the necessary
functions to deliver services to the public efficiently and effectively.

This example serves to illustrate that service delivery improvement and provision is a function
of many direct and indirect factors, and this therefore makes it a complex, integrated, and
comprehensive process which is also time consuming (Robinson, 2002:25).

A BALANCED SERVICE DELIVERY

Donaldson (2002:2) states that, although South Africa is credited with sound economic and fiscal
policies, it is still tarnished as an ‘emerging market syndrome with the likes of Turkey and South
American countries such as Brazil, Mexico, Argentina and Uruguay. Many of these countries are
seen to be floundering under their governments’ policies, and unfortunately the South African
currency and economy feels the effect.

National departments and provincial administrations employ approximately 1.2 million people,
who account for more than 50% of all public expenditure. People are therefore the public service’s
most valuable asset, and managing human resources effectively and strategically must be the
cornerstone of the wider transformation of the public service. Managing people in the South
African Public Service has traditionally been seen as an administrative task undertaken by a
specialist group of personnel functionaries applying centrally devised regulations and prescripts.
The White Paper on Human Resource Management sets out a policy framework that will
accomplish the shift from personnel administration to human resource management (RSA,
1996:4).

The Constitution sets out nine principles which should govern the public service:
• A high standard of professional ethics should be promoted and maintained.
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• Efficient, economic and effective use of resources should be promoted.
• Public administration should be development oriented.
• Services should be provided impartially, fairly, equitably and without bias.
• People’s needs should be responded to, and the public should be encouraged to participate in

policy making.
• Public administration should be accountable.
• Transparency should be fostered by providing the public with timely, accessible and accurate

information.
• Good human resource management and career-development practices, to maximise human

potential, should be cultivated.
• Public administration should be broadly representative of the South African people, with

employment and personnel practices based on ability, objectivity, fairness, and the need to
redress the imbalances of the past to achieve broad representation. These principles also
include the Batho Pele principles, which inform public service delivery in South Africa (RSA,
1996:7).

According to the Public Finance Management Act (PFMA) (Act 1 of 1999), the country is
undergoing a major process of restructuring and transforming its basic institutions of economic
governance and poverty reduction. The PFMA is part of the South African government’s broader
framework to improve financial management in national and provincial government. The Act is to
ensure that those governments are controlled financially and managed effectively and efficiently,
and that the relevant people entrusted with those matters act in a responsible, transparent, ethical,
and professional manner.

Donaldson (2002:3) notes that, at a local level, the Municipal Systems Act (Act No 1 of 2000)
was promulgated to establish a framework for planning, organising, coordinating and controlling
the effective use of resources and organisational change in the business context. Elected councils
are required, within a prescribed period, to adopt an inclusive plan that links and coordinates the
various schemes and proposals for an area’s development. This plan was to form a policy
framework and a basis on which annual budgets were to be drawn up. The integrated development
plan (IDP) was to reflect the council’s vision for the long-term development of a municipality with
the emphasis on development and internal transformation needs. The Act also established a system
for local councils to report on their performance on a continuous manner.

Public sector departments have focused a lot of their scorecards around some type of
‘operational excellence’ that, in reality, has proved nothing more that a belt-tightening exercise.
They have not strategised about where they are now, where they want to be in two or three years’
time and how they are going to get there (Donaldson, 2002:5).

GOALS AND OBJECTIVES OF GOVERNMENT

According to Gildenhuys and Knipe (2000:18),it is accepted today that governments are striving
towards the realisation of predetermined goals that are embodied in specific objectives and
concrete targets. Each government institution, on whatever level of government, pursues
predetermined goals, objectives and targets that are reflected in its annual operational and capital
budgets. In order to explain the general goals and objectives of government, it is imperative to
start with the age-old normative debate on what governments do in comparison with what they
should do.

Gildenhuys and Knipe (2000:19) note that the crucial question of the debate was eloquently
stated by Edmund Burke in the 18th century as follows: ‘What the state ought to take upon itself to
direct by public wisdom, and what it ought to leave with as little interference, relate to four
ideologies, namely laissez-faire capitalism, socialism, the idea of a social welfare state and the
idea of an economic welfare state.’ Capitalism, as characterised by the tenets of the laissez-faire
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approach. gave governments what today may be called their ordinal goals. From socialism and the
social welfare goals, while the goals emanated more goals which may be typified as social welfare
goals, while the goals emanating from the idea of an economic welfare state may be characterised
as economic welfare goals.

Original goals
Gildenhuys and Knipe (2000:19) outline the original approach to the obligations and related
activities of the state apparatus emanating from the laissez-faire idea. Under the laissez-faire
system, governments were expected not to intervene in the private economic and social activities
of the individual citizen. Governments were only expected to maintain law and order and to
protect the life and private property of the individual.

Social welfare goals
Gildenhuys and Knipe (2000:22) observe that, with the rapid development of 19th century
capitalism through modernisation and industrialisation, greater awareness emerged of the needs of
the less privileged employees and their unequal position vis-à-vis the more prosperous capitalists.
The plight of the less privileged obliged governments to create circumstances within which the
individual could develop his or her social welfare and physical well-being. This meant the creation
of social security through the provision of social welfare services by the government, and led to
the idea of the social welfare state.

CLOSING THE GAP: SERVICE DELIVERY BY REGIONAL GOVERNMENT IN
SOUTH AFRICA

Globalism
Burger (2001:63) notes that globalism contributes to the emergence of the New Public
Management movement, which contains a body of globally applied practices that enhance
performance. Second, globalisation implies a global interdependence, which is causing a
reconfiguration of global and national governance boundaries and a radical restructuring of global
governance structures. One of the manifestations of globalisation is a supra-state regionalism. Or
perhaps regional governance could be considered as posing itself against the ‘undermining’
tendencies of globalisation.

Burger (2001:63) states that these tendencies include the erosion of the democratically
legitimated processes of regulating society. Regionalism would help to create a new equilibrium in
politics that balances the protection of the vulnerable and the interest of humanity as a whole
(including future generations) against the integrative technological dynamic associated with
globalism. Whether this is idealistic or not, regionalist arrangements may ensure that policy
coordination for developing countries would negate the effects of the increasing competition.
Regionalist cooperation also enlarges domestic markets and stimulates competition, thereby
limiting the influence of domestic special interest groups and strengthening the effectiveness and
credibility of the state in developing countries. The impact of globalism is felt more in less
developed than in developed countries.

Development
Burger, (2001:63) states that the delivery of services within the context of development is
concomitant with the huge demands for socioeconomic upliftment, while the range of resources is
simultaneously limited by global pressures to reduce the cost of government. The impact of
utilisation is more pronounced on less developed than on developed countries. Consequences
include strong competition between developing countries, re-composition of state interests, new
‘external’ actors in policy processes being the more powerful, diffusion of divisions between
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‘developed’ and ‘underdeveloped’, and separation within developing countries between those that
can adapt to the new global agenda and those that are unable to do so.

According to Burger (2001:64), the tension between macro-economic competitiveness and
socio-economic demands calls for increased public sector performance as a third variable affecting the
tension between external competitiveness and internal demands. The internal structural arrangements
of government in a developing setting, therefore, have to be such as will ensure the optimum
utilisation of scare resources towards economic, efficient, effective and equitable service rendering.

Transformation
Burger (2001:64) observes that South Africa’s political transformation to a democracy has been
globally hailed as a miracle. However, citizens of newly democratised and developing countries
have much higher expectations than just their ability to take part in elections. The transformation
of those structures delivering the expected services is complex and challenging because emerging
structures need to support the equitable re-allocation of scarce resources to correct the lack of
equity of the pre-democratic era. However, it is also challenging because democratic governance
in itself introduces increased complexity and uncertainty.

INTERGOVERNMENTAL RELATIONS

New systems and structures for service delivery should be guided by the following requirements:

National framework
Burger (2001:64) states that a national framework determines the functions and activities of the
various spheres of government to complement and supplement each other. Factors such as social,
economic and political objectives, demography, geography, constitutional and legal requirements
and existing government institutions, as well as balance with the private sector, need to be
considered. The macro-organisational structure should emphasise the interdependence of the
various government institutions and should be contained in the constitution. The framework
should be determined by three components: structure, functions and finance, which in turn, would
determine management towards service delivery.

Figure 1: A framework for service delivery

Source: Burger 2001, p. 64
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Structure
Burger (2001:64) notes that the structure of government relates to the composition of the various
spheres of government. The structure is often a result of historical development and centrally
imposed reforms, both of which may not be appropriate in a newly democratised setting.
Structural reform ought to be based on the right of existence of each sphere of government, which
is justified by a rational allocation of functions and revenue sources. The government sphere or
unit that is best placed to execute a function most effectively and efficiently should be allocated
that particular function. External factors influencing allocation include geography, and the size,
distribution, ethnic, cultural and social composition of the population.

Benchmarking the cost of public services
Caplin and Dwyer (2000:87) observe that an efficient government spends as little money as
possible to reach the most beneficial results. The following issues need to be addressed when
considering cost:
• The amount of work resulting from every rand spent;
• How completely the work is done;
• The impact of public services.
Public servants are constantly under pressure to reduce costs. Benchmarking may assist in
communicating objectives for public expenditure. The steps for benchmarking public service costs
are listed below:
• Step one: Select the public service for which cost is an issue.
• Step two: Decide whether to use analysis over time or comparative analysis.
• Step three: Collect appropriate data.
• Step four: Carefully scrutinise the data charts.
• Step five: The format to be used in public discussions and written reports will have to be

selected.
• Step six: It should be understood that cost information alone is not sufficient. The departmental

workload, the quality of the public service and the impact on the community should be
considered.

Finance
According to Burger (2001:66), state finance as a component refers to the system by which the
units within the structure of government acquire the resources necessary to perform their
functions. The external factors influencing this system include the macro-economic situation in
the country, the rate of economic growth, the socio-economic situation of the population and
international pressures.

It is a primary requirement that each sphere and unit of government should command sufficient
revenue to fulfil its functions. Spheres and units should also be allocated funds in a manner that
would ensure fairness, reasonableness and equity.

Burger (2001:66) also notes that the revenue sources of all government spheres and units should
be productive to ensure sustainable funding of functions. Spheres and units of governments should
also have security and certainty about their proportion of revenue from shared sources, about their
own repetitive revenue, and about their ability to take up loans and non-repetitive income, such as
conditional grants and subsidies. The South African government finance system is also in a
process of being transformed, as are its structures. The realities of the external environment
affecting the finance component are acknowledged by the official Medium Term Expenditure
Framework (MTEF), which provides the framework for budgeting by the central and provincial
governments. The MTEF was specifically designed to facilitate better planning, greater accessibil-
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ity, participation and accountability to ensure an optimum response to delivery needs while
simultaneously not exceeding the macro affordability.

Accountability
The Auditor General Act of 1995 (Act No 12 of 1995) and the Public Finance Management Act of
1999 provide for accountability in the South African government sector. The latter Act prescribes
the appointment and responsibilities of accounting officers, and also prescribes the accountability
to adhere to the financial management and internal control systems, for effective and efficient
economical and transparent use of resources, for steps to prevent unauthorised, irregular, fruitless
or wasteful expenditure, for complying with provisions of the Act and for management, including
the safeguarding of assets and liabilities with officers’ areas of responsibility. Failure to adhere to
these prescriptions is considered as financial misconduct and is ground for dismissal, suspension
or other sanction including possible criminal proceedings.

REGIONAL GOVERNMENT IN SOUTH AFRICA

According to Burger (2001:69), the term regionalism refers to supra-state cooperative structures,
and regional government refers to decentralised government where decision-making authority is
devolved to a regional government to operate within its own area of jurisdiction. Although the
national Constitution provides for a list of functional areas of exclusive provincial legislative
competence, these are functional areas of relatively little impact on service delivery for the
average and, especially, the poor citizens. They include abattoirs, liquor licenses, ambulance
services, archives, libraries, and museums other than national museums. The high-impact services
such as education are listed as functional arrears of concurrent national and provincial legislative
competence.

Burger (2001:69) observes that national legislative authority, as vested in parliament, confers —
in terms of Section 44 of the Constitution — on the National Assembly the power to amend the
Constitution and to pass legislation with regard to any matter, including the functional areas. In
addition, a number of provinces do not have a good record on service delivery and accountability.
A report released in 1997 painted an extremely negative picture: Ineffective coordination, no
accurate data to inform strategic management, no linkage between budgetary process and strategic
planning, poor discipline, rampant corruption, fraud and perceptions of nepotism, favoritism and
ethnicity in appointments were recorded.

Burger (2001:70) states that, although the boundaries of the nine provinces were determined on
the basis of criteria relating to economic functionality, geographic coherence, institutional and
administrative capacity and socio-cultural issues, they could not eradicate the provincial
inequalities caused by apartheid. There are good reasons why the gap between the best and worst
provinces may increase, rather than decrease, over time despite the intentions to the contrary of
the national and provincial governments. This would apply in particular to poorer provinces which
are, on the whole, faced with the more complex problems of administrative reorganisation, and are
countering the after-effects of ‘Bantustan rule’.

Provinces are judged as management tools, merely delivering goods to citizens. In this event it
may indeed be cheaper and easier to abolish them. Provinces were, however, established to be
vehicles for democracy rather than for management. From that perspective, their continued
existence is considered necessary, provided that:
• Citizens have both regional and national identities;
• Provincial governments can provide a useful counterbalance to national government, even if

both are governed by the same ruling party;
• Provincial governments can provide parties and minority voters with a stake in the system if

they cannot win the majority at the national level but do so in a province.
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SERVICE DELIVERY

Burger (2001:71) notes that state service delivery and democratic governance cannot be separated.
Democratic governance exhibits high levels of transparency and accountability in terms of which
information is disseminated and widely shared, and the decision-making processes are open. Public
officials are held accountable for the utilisation and achievement of outcomes. It provides for increased
citizen participation, especially of marginalised groups. It also provides for the devolution of
meaningful authority to local bodies, accessible to citizens. Structures and procedures allow for the
incorporation of views of a range of societal groups in policy formulation and in equitable service
delivery. Democratic governance brings redefinition of the role of the state with the emphases shifting
from direct service provision to maintenance and the creation of a ‘level playing field’ for economic
empowerment of non-state actors. Democratic governance, therefore, introduces more complexity and
uncertainty into policy processes, and requires appropriate political and administrative systems,
structures, skills and attitudes. With citizens’ raised expectations for responsiveness and results, it also
calls for high-performance service delivery (Burger 2001:72).

CONCLUSION

Service delivery will only work if understood by all employees and management who are
committed towards striving towards a community and world where excellence is measured by
how well the three spheres of government can deliver their services.

Service delivery improvement should be seen as part of strategic planning. It is a continuous
process that runs in cycles, similar to strategic planning. It focuses on the strategies to bring the
Batho Pele principles to life and make improved service delivery a reality.

There is a general thread linking these three issues — service delivery, change management and
accountability. To monitor whether any entity is delivering on the intended objective and on the
identified services, there is a need for accountability. It is for that reason that Batho Pele insists
that each department develop a service delivery improvement programme, and that departments
report on this programme’s implementation. In private sector and parastatal organisations, one
talks of accountability to the board of governors or trustees. In the public sector, the state is
accountable to the people, the general populace or the voters.
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