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     Diagram 3: Performance Management Service Categories and Service Levels 

  

          Process    

 
Type of 

  
Communications 

        Response  
           

Resolution Time if 
 

 
Communication 

  
Issue 

  
Queuing Time 

  
Processing Time 

   

         not resolved during  
              

             Processing  

Call to Call Centre 
 Service Request        See Table 6 
 Service Complaint  

Max. 1 minute in 
    See Table 6 

Number by  Information   
Max. 3 minutes 

 
Max. 14 days Telephone/  Request  switchboard queue   

        

Cellphone 
           

 Billing Query/        
By next bill issued     Change Details        

             

    Service Request        See Table 6 

Over the Counter 
 Service Complaint        See Table 6 
 Information  

Max. 5 minutes in queue 
 

Max. 3 minutes 
 

Max. 14 days 
(face-to-face) 

 
Request 

   
          

    Billing Query/        
By next bill issued     Change Details        

             

    Service Request        See Table 6 

Written (letter, fax, e- 
 Service Complaint     

Within 7 days of 
 See Table 6 

 Information  
N/a 

  
Max. 14 days 

mail, telegram)  Request   Receipt  
        

    Billing Query/        
By next bill issued     Change Details        

             

 

       Source: City of Cape Town Integrated Waste Management (IWM) Policy (2006:77) 
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Table 6: Council Service Response Times 
 

 Council- Service Request Max Response Time Service Complaint Max Response Time  

 provided   for Service Request  for Service Complaint  

 Service       

 Waste Bin-related  5 working days Non-collection of waste 2 working days  

 Collection       

 Waste Residential Garden 7 working days - -  

 Collection refuse removal (ad hoc)     

 Cleaning  - - Cleaning of litter 7 working days  

 Cleaning  - - Litter bins overflowing 1 working day  

 Cleaning  - - Clearing illegal dumping 14 working days  

 Cleaning  - - Clearing animal carcasses 7 hours (same day)  

 

      Source: City of Cape Town Integrated Waste Management (IWM) Policy (2006:77) 

 

       

      Note: Times should concur with Service Level Agreements (SLA’s) between Call Centres, Operations Centres and Depots (City of Cape Town Integrated  

     Waste Management (IWM) Policy, 2006:77)
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Figure 6. 5-The Clustered Column Chart represents the total number of respondents that 

made service requests for the replacement of damaged wheelie bins and the City of Cape 

Town’s Response Time.  

 

 

Figure 6.5 shows that a total of 28 respondents laid service requests for the replacement of 

damaged wheelie bins. Of the 28 respondents, 14% of the respondents got their service 

requests responded to in 1 day. 11% of the respondents got the replacement of their wheelie 

bin service complaint responded too in 2 days, some in 3 days and others in 13 days. 

Furthermore, 14% of the respondents got their service complaint for the replacement of the 

wheelie bin responded too in 5 days and 10days respectively. 18% of the respondents laid a 

complaint for the replacement of their wheelie bins and got a response 7 days later.   

 

Finally, 21% of the respondents that laid their service complaint for the replacement of 

damaged wheelie bins only got their response 14 days later. From Figure 6.5 above, it can be 

deduced that the City of Cape Town did not fully comply with its Service Level Agreement as 

stipulated in the City of Cape Town Integrated Waste Management (IWM) Policy document.  
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It failed to replace the damaged wheelie bins within the expected 5 working days’ period. 

Some respondents had to wait as much as over 14 days to receive a replacement for their 

damaged wheelie bins.  

 

6.6 How effective is the C3 notification system in improving service delivery within Site C 

Khayelitsha community? 

Haven analysed the response time of the City to complaints logged, it would at this point be 

highly imperative to determine how truly effective the C3 notification system is to improving 

service delivery in Site C Khayelitsha. It is important to note that the Department of Solid 

Waste Management has strategically divided the provision of its services in the City of Cape 

Town across four areas namely: Area 1 (The Atlantic Service Area) comprising of communities 

in Blouberg, Cape Town, Woodstock and Rondebosch; Area 2 (The Tierberg Service Area) 

comprising of communities such as Bellville, Parow and Plattekloof; Area 3 (Impuma Service 

Area) comprising of communities such as Helderberg, Khayelitsha, Macassar and Eerste River; 

and finally Area 4 (Two Oceans Area) comprising of communities such as Simons town, 

Fishoek and Plumstead;  Based on this division, Site C Khayelitsha falls under Area 3 which is 

the Impuma area.  

 

“Ok let me give clarity on how we work on this system. City 

of Cape Town is divided into 4. Those 4 are called 

operational areas. They have got both formal and informal 

areas. If area 1 has a formal area, it will also have an 

informal area. For example, we have got Atlantic, but just 

next to Table View there is Dunoon & Tilburg. Tilburg is 

100% formal so we do not contract any work there. It is 

100% in-house. That will tell you why we give out contracts. 

And then we've got Impuma. In Impuma we've got areas 

like Helderberg, Strand, Somerset and next to them we've 

got Gwan nomvama informal settlement, next to them 

you've got Khayelitsha Site C, Khayelitsha litter Park. Site C, 

you've got parts that are formal and parts that are 

informal. And the last one you've got Fishoek, there is 
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informal settlements there, Helderberg and then you've got 

Simons Town formal settlements. So if the system was 

piloted, it would have been piloted in one operational area 

which consists of both informal and formal areas. It would 

have been fairly done if it was piloted because we do not 

look at the suburb we look at the operational area. And 

each operational area has got informal and formal areas” 

(Department of Solid Waste Management, City of Cape 

Town Staff, February 8, 2018). 

 

Literature suggests as affirmed by Powell that the C3 notification system is an effective 

system in improving service delivery. Powell (2014:1) describes the C3 notification system as a 

system that allows for the continuous cataloguing of complaints and it actively helps in the 

automation of the logged complaint to the correct department. It identifies the location of 

the complaint through the GIS (Geographic Information System) and it includes an in depth 

level of task management within the notification.  

 

These functionalities enable the City of Cape Town report on all complaints through the SAP 

system and its respective dashboards (which are simply portals that show and describe the 

performance of individual directorates and departments in the City of Cape Town. From 

Powell’s description of the C3 notification system, one can only see an efficient system 

designed to aid the effective and timeous delivery of services to residents in the City.  

 

However, Figure 6.5 above shows importantly that, 58% of the 26 individuals who laid 

complaints for the replacement of bins had their bins replaced way beyond the maximum 

expected and stipulated response time frame. It also shows that the Service Level Agreement 

was not adhered too by the City of Cape Town, which in practice reflects that C3 notification 

system is ineffective based on the information from the respondents and in terms of the 

response time stipulated in the Service Level Agreement for the replacement of bins.  

 

“It depends on which complaints we have because each 

complaint has its own SLA. For Impuma, I know it is very 
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problematic area and there are a lot of challenges in the area 

so like the removal of refuse which is 48 hours we still 

struggling with that, currently now. For that area, 

replacement of a damaged or stolen bin is between 5-10 

working days and we have customers who wait for 20 days so 

I can't tell you how effective it is. I can't tell you how effective 

it is in the Mpuma area. Every other area I can tell you that it 

is effective but Mpuma, it is very problematic” (Department of 

Solid Waste Management, City of Cape Town Staff, February 

8, 2018). 

 

It is quite interesting to note that in spite of the City of Cape Town dishonouring its service 

level agreement, majority of the respondents specifically 78% of the respondents find the C3 

notification system to be highly effective as seen in Figure 6.6 below. These respondents 

might find the C3 notification system quite effective mainly due to the ease of accessing the 

Walk-in Centres or the Municipal office.  

 

Figure 6.3 shows that 53% representing more than the total number of respondents use the 

Municipal office to log service requests or complaints. An interviewee, however notes that for 

the C3 notification system to effectively function the reference number given to customer 

after lodging a service request must be obtained or else it would be assumed the service 

request was in the first place never logged.   

 

We have got walk in Centers. It is effective if each and 

every customer that logs a complain needs to remember to 

leave with a reference number that is the most important 

and trickiest part of the system. This is important because if 

they leave the working area without a reference number, it 

would be as good as not lodging a complaint” (Department 

of Solid Waste Management, City of Cape Town Staff, 

February 8, 2018). 
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Therefore, based on this analysis, the effectiveness of the C3 notification system lies on two 

important factors which are: One, it imperative that customers obtain their reference 

numbers after placing or lodging a service request or complaint to enable effective follow-up 

in the future. Two, it is imperative that the City of Cape Town adheres to the Service Level 

Agreements stipulated for each service provided by the Metropolitan Municipality.  

 

Figure 6. 6 - Chart reflecting the opinion of the respondents’ perception to the effectiveness 

of the C3 notification system 

 

The question therefore is why many of the respondents find the C3 notification to be highly 

effective despite the City of Cape Town not keeping to the service level agreement for some 

of the complaints logged. So many reasons were given by the respondents who hold this view. 

Amongst these reasons where that, the C3 notification system helps the City to better 

respond to complaints made in the future by equipping the relevant department with the 

right resources to address such complaints in the future. Some respondents believe that it 

aids better communication between citizens and City officials. Other respondents believe it 

quickens the response time of the City to complaints made.  
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Some other residents also believe that it brings the government closer to the people. Some 

respondents believe that the various means through which residents can lay complaints such 

as through the walk-in centres, that these centres provide residents the opportunity to lay 

complaints in person and describe how they truly feel to the City official in person and it 

provides residents with the opportunity to suggest ways through the City can improve the 

services it renders. Some residents find this means of making complaints more reliable. Some 

residents also find the C3 notification system effective because complaints are resolved 

quickly.   

 

The old and famous saying that “the customer is always right” in this case might entirely not 

be the gospel. Though majority (76%) of the respondents suggest that the C3 notification 

system is highly effective, the principle, ethics and responsibility of adhering to stated policy 

intentions must be adhered too in principle. The inability of the City to adhere to the stated 

service level agreements negates the opinions made by the respondents in relation to the C3 

notification being an effective system. It is an area that can be further explored in future 

studies. This is further supported by reasons given by respondents who believe the C3 

notification system is not effective.  

 

Some of the residents in Khayelitsha believe that it takes the City a long time to respond to 

service requests. Some residents complain that they wait for such a long period of time that 

they end up doing the request themselves such as carrying the damaged bin to the municipal 

office to be replaced. Some respondents argue that capturing of incorrect details of the 

complaint made by City Officials at the call centre sometimes delay the City’s response to 

their complaints. Some also argue that the system might be too complicated for some of the 

City’s officials to understand which sometimes lead to delayed responses to service requests 

made.   
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Table 7 - Respondents rate the services received through the use of the C3 notification system  

  Frequency Percent Valid 

Percent 

Cumulative 

Percent 

 Valid Extremely Dissatisfied 5 10 11 11 

Poor Service with room for 

improvement 

7 14 15 26 

Neutral – No Opinion 12 24 26 52 

Satisfied, but room for 

improvement 

18 36 39 91 

Extremely satisfied– no problems 4 8 9 100 

Total 46 92 1  

 Missing System 4 8   

           

Total 

   

50 

 

100 

 

100 

 

 

Thus, though the C3 notification system has been a system well designed to effectively aid the 

delivery of services, what truly determines the effectiveness of any system is performance. 

That is, consistently (time and time again) responding timeously and with the expected level 

of quality of service to the need of the customer. Thus, over time, truly achieving the outcome 

intended by the service provider, which In this case, is to respond timeously to every service 

request as stated in the service level agreement and provide quality services to all residents in 

Site C Khayelitsha. Where this is not achieved, it can be said in principle that the system is not 

entirely effective but can be improved to achieve its intended outcome.  

 

As exemplified in Figure 6.7 below, most of the respondents identify that they are satisfied 

with the services they receive however, there is room for improvement. It is further 

buttressed by the high number of respondents who indicate that they are neither satisfied 

nor dissatisfied with the services received through the use of the C3 notification system. If 

customers can not clearly say a system or a service functions optimally, it means something 

somewhere along the line, the service producer (in this case, the City of Cape Town) have 

either not been able to efficiently deliver the quality of services required or have been able to 

deliver the services but not in a way that meets the expectations of the users. Therefore, 

according to the Figure 6.7 though residents of Site C Khayelitsha are satisfied with the 
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services provided by through the C3 notification system, Figure 6.6 reminds us that the 

timeous delivery of services to residents of Site C Khayelitsha is still very much an area that 

needs to be strongly improved.  

 

Figure 6. 7 - Chart reflecting respondents rating of the services received through the use of 

the C3 notification system 

 

 

6.7 Monitoring and evaluating the effectiveness of the C3 notification system in resolving 

complaints specifically within Site C Khayelitsha community. 

Various channels have been established by the City of Cape Town to ease the nature in which 

residents across the City as well as in Site C Khayelitsha can log a service requests or 

complaints through the C notification system. These channels, established and created by the 

city were not only to create easy access to the C3 notification system, but also to provide 

variety of channels that will speak to various socioeconomic levels of groups and individuals 

residing within the City.  

These channels include, the use of Municipal offices to log complaints, service requests can 

also be logged online through the use of the City of Cape Town’s service request website, 
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emails and finally SMS’s. All these channels can be used as well to log service requests. Figure 

6.8 below shows the various channels through which residents in Site C Khayelitsha have 

made or logged their service requests through.   

 

Figure 6. 8 - Clustered column chart shows the method or means through which residents in 

Site C Khayelitsha have logged their service request. It also describes the most used form of 

channel to log service requests in Site C Khayelitsha.  

 

Figure 6.8 shows that 21 respondents out of the 47 respondents whose questionnaires were 

correctly filled out, indicated that the Municipal office was their preferred means of lodging a 

service request. One would imagine why the Municipal Office has emerged as the most 

preferable channel through which most of the respondents prefer to use to log service 

requests. A couple of reasons might explain why the Municipal office has emerged as the 

preferred choice. One, good reason would be that it is the most cost effective.  

The Municipal Office is located within walking distance, therefore enabling residents around 

the vicinity gain access easily. For many who the Municipal office far from their homes, only 
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have to take one taxi from their homes to a bus stop that is exactly within walking distance to 

the Municipal Office.  Other channels, such as emails, online service requests, SMS’s and the 

Call Centres all require data or airtime to enable access which in most cases residents in this 

area find too expensive to use.  

For example, calling via the Call centre, often takes a lot of time before calls are picked by a 

call centre agent due to the high volume of callers calling in to log complains. According to the 

City of Cape Town Customer Care Services (2013:1), over 4,500 calls are received per day. 

With such high amounts of calls received every day, it explains why many have to wait so long 

on the queue before one’s call is received by a call centre agent. Furthermore, while waiting 

on the queue to get attended to, two things happen, its either it takes too long before you are 

attended to or one’s airtime gets exhausted while waiting on the queue to be attended too. 

Thereby, leaving customers frustrated, angry and maybe seeing this channel as an ineffective 

option or alternative.   

Another reason that might explain why the Municipal office has emerged as a preferred 

choice is the fact many assume the City responds quicker to their service requests than 

through other channels. 17% (8 respondents) find SMS’s, emails and call centres as a slower 

means to respond to service requests. Some respondents assume that the one-on-one 

interactions gives the customer the opportunity to openly express the urgency of the situation 

as well as truly express how they truly feel about their plight. As a result, this channel provides 

customers the opportunity to enable municipal official to connect and personally relate with 

the urgency, pain, plight and challenges the customer might be going through which pushes 

the official to respond quicker to resolving the service request. 

There is something personal about being able to speak in person or directly with a municipal 

official who would direct one’s service request to the relevant department for action. 

Customers find this ‘personal one-on-one or direct interaction’ more reassuring. It creates an 

open, reassuring and a more transparent feeling of access. It makes the client feel I can hold 

somebody accountable. Also, when service requests are made, customers tend to collect the 

names of the City official assisting them to ensure they can hold that official accountable in a 

situation where the service requested has not been rendered. Emails and SMS’s remove the 

personal or direct interaction that might be available through the one-on-one interaction with 
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a municipal official. Thus, Figure 6.9 below buttresses this very fact, as many find the 

municipal office channel a more effective and reliable channel to log a service request. 

The City of Cape Town monitors and evaluates the various service requests or complaints it 

receives every month by running variants every month. These variants show service requests 

that need to be attended to urgently and service requests that have been closed. Managers 

and Supervisors are designated to head various operations within the Solid Waste 

Management Department and their core function is to ensure that quality services are 

delivered timeously.  

Apart from monthly variants that are run, the depot where all service requests are sent too 

for immediate action are followed –up on through calls daily to check on daily progresses and 

for optimal functioning of the depot. As the depot is an integral part of the C3 notification 

service delivery system. Thus, the optimal functioning of the depot means services quality 

services are delivered at the appropriate time.   

“Yes, I draw those (that is variants for quality 

measurements and performance measurements) and I 

follow up on them at the depot. I run the weekly variants 

for myself because we are central to these areas. We are at 

the central point” (Department of Solid Waste 

Management, City of Cape Town Staff, February 8, 2018). 

Thus, the customer’s first point of interaction with the City through any of these channels is 

the most important process in the C3 notification system. Be it through an email, a SMS, 

through the website, walk-in centres or the Municipal office, these various channels are all 

central and integral to the optimal and effective functioning of the C3 notification system. As a 

result, information and details collected from the customers at the first point of interaction 

must be correct and spot on, to ensure that the right information is transferred to the 

relevant depot for implementation or delivery of the required service.  

An incorrect or wrong information collected from the customer will invariable mean that, the 

request cannot be referred to the right depot for execution, or that the service required will 

be delayed or in an extreme case such a service will not be rendered or provided. It is 

therefore imperative that customers provide the City with the correct information when 
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placing or lodging a service request and that the City as well on the other end ensure that they 

receive the right information from the customer when receiving a service request.  

 

Figure 6. 9 - Chart showing the channel most respondents find most reliable to log a service 

request. 

 

I will go further to describe in several graphs below the City of Cape Town’s either adherence 

to service level agreements or negligence to the service level agreements for the replacement 

of bins, illegal dumping, street sweeping and staff behaviour.  

The graphs will show if the City of Cape Town adhered to the specified service level 

agreements or did not adhere to the stipulated service level agreement. Finally, the graphs 

will also show the channel through which respondents logged their service requests.  
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Figure 6. 10 - Chart showing City of Cape Town’s adherence or non-adherence to the SLA for 

Site C Khayelitsha for the replacement of bins 

Figure 6.10 above shows that the City of Cape Town complied with 63% of the service 

requests made for the replacements of bins through various channels such as the Call Centre, 

emails, municipal office, online requests and SMS’s. The outstanding 37% of the service 

requests that came through were not resolved within the stipulated 7days agreement as 

stated in the service level agreement.  

 

Figure 6. 11 - Chart showing the number of service request made through different 

channels, whose service level agreements where exceeded for the replacement of bins  

 

The service level agreement for the replacement of bins is 7 days. Figure 6.11 shows 27 

respondents who utilised various channels to log a service request on the replacement of 

bins. Figure 6.11 shows that in all various form of channels used by the respondents to log a 

service request, the City of Cape Town has effectively responded to more than 60% of the 
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requests made by providing the service requested within the expected time frame as 

stipulated by the Service Level Agreement. 

 

Figure 6. 12 - Chart showing the number of service request made through different 

channels, whose service level agreements where exceeded for the replacement of bins 

 

Figure 6.12 on the other hand shows the in ability of the City of Cape Town to respond 

consistently to the service requests of the respondents. The provision of services by 

government is a task that must be done in a sustainable and consistent manner. The 

inconsistency of government to provide services is what often results into service delivery 

protests.  

 

According to literature, developmental local government is described as a government sphere 

positioned and situated within communities with the sole purpose of adequately responding 

to the needs and expectations of the community within which it functions. As a result, in as 

much as more than 60% of the respondent’s service requests for bins were meet, 
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governments failure to meet the needs and expectations of the other 37% respondents 

means that there is a strong need for improvements.is rightly well-defined as a sphere of 

government located within communities and positioned to suitably respond to local 

expectations, needs and interests of the communities.  

 

Figure 6. 13 - Chart showing the number of service requests made through different 

channels, whose service level agreements where not exceeded for the illegal dumping. 

 

Figure 6.13 above shows that 50% of the service requests made through the Call Centre for 

the removal of waste were completely done within the agreed SLA. On the other hand, 

service requests made through the use of the email where effectively carried out within the 

stipulated time frame. Illegal dumping is a challenge in Site C Khayelitsha. Nshimirimana 

(2004:14) argues that there is no formal recycling initiative existing or operational within the 

community. There has been attempts from groups such as the Fairest Cape Association to 
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establish a recycling operation. In the meantime, other groups such as the Khayelitsha 

Environmental Action Group have begun to educate residents living within the community 

about the benefits and importance of recycling and the impact recycling plays in our day-to-

day living.  

 

A lot of education and awareness still needs to be done and carried out on how waste poorly 

managed can impact the environment and vicinity in Site C Khayelitsha. For this to be a huge 

success, the City of Cape Town needs to continually remain responsive rather than reactive to 

services. Quality services need to be delivered timeously rather than sporadically.  

  

Figure 6. 14 - Chart showing the number of service request made through different 

channels, whose service level agreements where exceeded for the illegal dumping. 

 

The above chart reflects the various channels through which respondent’s logged service 

requests for the removal of illegal dumping. It more importantly shows that the SLA for all the 

service requests made through the Municipal Office for the removal of illegal dumping was 

not obliged to or adhered to by the City of Cape Town. In addition, it also shows that the 17% 
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of the total number of service requests logged for the removal illegal dumping were not 

adhered to. Even if this might seem like an improvement, through this channel, the 

consistency of government in other areas is most desired. According to Jules Nshimirimana, 

illegal dumping of refuse is a massive challenge in Site C Khayelitsha. The City of Cape Town 

however has struggled to find a lasting and sustainable solution to this challenge.  

 

Nshimirimana (2004:14) argues that in informal settlements where trucks have difficulty in 

accessing informal settlements, big containers or kerbsides are placed in strategic location 

across the community to ensure easy disposal of waste and easy access for collections by the 

City twice a week.  

 

Unfortunately, according to Jules Nshimirimana findings, residents in the formal sites in Site C 

Khayelitsha often do not want the skips or containers placed close to their homes because of 

the sporadic and irregular collection of the waste by the City of Cape Town. This is also 

compounded by the fact that, dead animals are often placed in these containers which create 

an unhygienic and unhealthy environment to live in. Thus, Figure 6.13 depicts some of the 

reality in which residents in Site C Khayelitsha live in.  
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Figure 6. 15 - Chart showing the various service level agreements that were exceeded and 

not exceeded in respect to the type of service request and the channel used to log the 

service request.  

 

According to Table 5 the Integrated Waste Management Policy clearly stipulates the various 

Service Level Agreement (SLA) for all service requests related to the Department of Waste 

Management. For service requests made for refuse collection, the maximum response time 

for the collection of refuse was stipulated as 2 working days. In regards to service requests for 

the cleaning of streets, it is a function that is associated with litter picking (City of Cape Town 

Integrated Waste Management Policy, 2006: 40).  

 

As a result, the Service Level Agreement on the cleaning of litter is 7 working days. Figure 6.15 

above clearly depicts the number of respondents that logged service requests for street 

sweeping and refuse collection and if the SLA attached to these service complaints were 

adhered too. With regards to refuse collection, according to the City of Cape Town’s 

residential waste management service, it is expected that the removal of refuse, specifically 
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the door-to-door removal of the 85-litre black plastic bags from each residence in informal 

settlements such as Site C Khayelitsha is expected to be carried out at least once per week.  

 

In addition, the sweeping of streets is a function that is linked and associated with the 

function of litter picking, which is the City has a maximum respond time frame of 7 working 

days. According to Figure 6.15, 4 respondents logged a service request through the call centre 

and the municipal office for the sweeping of their streets. 2 respondents had their service 

complaint addressed within the specified response time as stipulated in the SLA.  

 

However, the other 2 respondents who had logged the same service requests had their 

service complaints resolved months later. In the case of the service requests logged for the 

removal of refuse, 2 respondents logged this service request. One respondent’s service 

complaint was responded to immediately, while the other respondent’s service complaint 

was not resolved within the stipulated SLA time frame. Yet again, it cannot be clearly said 

stated or affirmed that the City’s response to service complaints or requests are consistent 

with the SLA agreed upon or stipulated.  

 

It is imperative state that at this point that it is the constitutional right of every citizen to have 

access to a healthy environment. According to the South African Constitution, section 24 of 

the Constitution stipulates the right of every citizen to an environment that is healthy 

(Constitution of the Republic of South Africa 1996:1251). Furthermore, section 156 of the 

Constitution of the Republic of South Africa further provides a set of outlined executive and 

legislative local government functions which when read in combination with section 2.4.2 (f) 

and (i) of the Municipal Systems Act (Act 32 of 2000, as amended), infers and indicates at the 

least, that a citizen has the right of access to cleaning and refuse removal services, to refuse 

collection and more importantly to a healthy and safe environment which the City of Cape 

Town is constitutionally obliged and mandated to honour.  
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6.8 CHALLENGES AND OPPORTUNITIES FACED BY CITY OF CAPE TOWN OFFICIALS IN 

OPERATING THE C3 NOTIFICATION SYSTEM. 

City of Cape Town officials are confronted with several challenges in operating the C3 

notification system. These challenges inhibit and affect the timeous delivery of services in 

communities such as Site C Khayelitsha. In the long run, it ultimately regresses strategies and 

steps taken to improve service delivery in communities such as Site C Khayelitsha. 

 

6.8.1 Unsupervised service request/complaint logged. 

These are situations where service requests or complaints are logged by residents without 

proper guidance or know-how on how the request must be filled. Most times, such situations 

occur using channels that do not have Municipal agent’s on-hand to assist. These channels 

include, SMS’s, emails and service requests made online or through the website. The 

possibility of filling in the wrong information in the wrong spaces are high; the possibility of 

sending incomplete information necessary to facilitate the City’s response to the service 

request or complaint are even higher as well. And when inaccurate home addresses, phone 

numbers and exact location of illegal dumping are sited, are not properly captured by the 

resident, it affects the City’s ability to respond proactively to the service request or complaint.  

“What challenges do I confront personally? The customer 

logs their own complaints from outside which means not 

much information is put on. So it means I have to phone 

the customer, the customer will not pick up his phone 

because our calls show like it is a Call Centre number and 

so they do not pick up their phones. So a notification that 

will take me 2mins, now will take me 1 hour or I might 

not even be able to finish it because they do not want to 

pick up. I have to come back to you. The information 

placed on the notification is not sufficient and incorrect 

sometimes” (Department of Solid Waste Management, 

City of Cape Town Staff, February 8, 2018). 
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However, opportunities lie within these challenges for improvement. The City should improve 

its communication strategies to residents. Residents should be informed of the information or 

details required by the City to enable it facilitate its quick response to service complaints or 

requests. Radio adverts and television adverts can be used to spread the necessary 

information as well step by step guides on how to use the SMS, emails and online service 

requests channels should be placed on the City of Cape Town’s website and on all its official 

social media accounts.   

 

6.8.2 Incomplete information provided by the client/customer through C3 notification E-

services channels 

The greatest challenge which City Officials are confronted by on a day-to-day basis are 

incomplete information of service requests or complaints that filled out. There is standard 

information that need to be provided when using the C3 notification system. The full name of 

the client/customer, the address of the customer, an accurate phone number, an accurate 

municipal account number needs to be provided, a precise address of where the service 

request is needed (this is important in for service requests related to illegal dumping) and an 

affidavit, a case number or a picture of the illegal dumping site or animal carcass, or whatever 

problem that is confronted by the client/customer needs to be uploaded when using the 

online service request system. All these are very important details that need to be provided 

when intending to use a C3 notification e-services channel. However, when this information is 

incorrectly filled out it adversely affects and slows down the City’s ability to respond quickly 

to the service complaint or request.   

 

“With the e-services, I just find our policies say for a 

stolen bin you need to provide a case number or an 

affidavit in order for us to replace it at no cost. I just find 

that when people go and log it on e-services, they don't 

know that they need that. And they don't always provide 

their contact details to get hold of them. So I just find 

that a bit challenging to get hold of them. They don't 

know that they need to upload something, so they carry 

one with their lives and then they phone you again, 
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where is my bin because I have logged it and then we 

find out that, it’s just been closed because no one knew 

how to get hold of you. I am in the process of working 

with ERP to see if I can change that. So that immediately 

they select stolen bin, it takes them to another screen or 

put an attachment in or a number in order to proceed 

with the online notification” (Department of Solid Waste 

Management, City of Cape Town Staff, February 8, 

2018). 

 

Opportunities lie here for improvement as well. The City of Cape Town in the spirit of truly 

improving service delivery needs to take an aggressive step towards educating residents 

across the City particularly in disadvantaged communities such as that of Site C Khayelitsha on 

how to use its e-services proficiently. Workshops needs to be organised to educate residents 

on the importance of providing not only detailed information when using its e-services but as 

well as provide accurate information and all relevant documents when using its e-service to 

enable and facilitate the City’s quest to improve the delivery of quality services.  

 

6.9 Assessing the Participatory Nature of the C3 Notification System in Improving Service 

Delivery within Site C Khayelitsha Community 

The C3 notification is an integrated service requests system that was introduced through the 

SAP premier product called SAP ERP (Enterprise Resource Planning). According to Powell 

(2014:1) SAP is an enterprise software that is German owned. It facilitates the effective 

management of specific business operations and customer relationships within both private 

and public sector organisations. In 2000, 38 municipalities were merged or amalgamated into 

one UniCity, a Metropolitan Municipality which was to become known as the City of Cape 

Town.  

 

After the establishment of the UniCity, the City of Cape Town were faced with the huge task 

of amalgamating 38 different legacy systems into one single business process management 

system. This was a huge task the City embarked on, but once successfully implemented, it 

became known worldwide as the largest and most successful SAP implementation in local 
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government (Powell, 2014:1). So, the implementation of the SAP was to serve one major 

purpose, to unify the City’s business operations and provide effective management of 

customer relationships.     

 

“I think it was basically for a Unicity because we were 

many then we became one. So it was basically formed to 

keep everyone under the same umbrella so to speak” 

(Department of Solid Waste Management, City of Cape 

Town Staff, February 8, 2018). 

 

As a result, the SAP system now provides the City with a single record of each resident 

residing in the City. Furthermore, in 2007, SAP system successively revamped and 

revolutionised the City of Cape Town’s capacity to effectively oversee and manage its internal 

resources through the introduction of an integrated service request called C3 notifications. 

Before now, complaints taken at the call centres were not monitored, consolidated and 

tracked. Since its launch, every single service request received are monitored, consolidated 

and tracked until completion.  

 

Figure 6.16 below shows the process through which every complaint received by the City of 

Cape Town goes through until it is closed (which in C3 technical terms means until the 

complaint logged is resolved). The process begins with a client lodging a service request 

through a variety of methods or means such as by calling the Call Centre, by sending an email, 

by logging a service request at a Public Walk-in facility, through the use of the internet and 

customers can also log service requests with their Councillor and Ward Councillor. 

Unfortunately, the SMS facility does not work for service requests logged to the Solid Waste 

Management department. The Call Centre operates on a 24hrs basis.   

 

“We use our work emails; we've got waste wise user. We 

get all other complaints using the waste wise user; they 

can also call the Call Center. We unfortunately do not 

have the SMS facility” (Department of Solid Waste 

Management, City of Cape Town Staff, February 8, 2018). 
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“So you walk into the walk-in Centre. You can log it on e-

services, you can call the Call Center, and you can come 

into our offices. You can phone your Councillor, your ward 

Councillor” (Department of Solid Waste Management, 

City of Cape Town Staff, February 8, 2018). 

 

Immediately the service request is received a notification is created and the customer is given 

a reference number to that effect. The reference number issued indicates that a C3 

notification has been created, which simply means if a customer does not receive a reference 

number it means a C3 notification was not created. This will invariably make it difficult for the 

City of Cape Town to respond to such a service request or for the customer to effectively 

follow-up on the service request made because, there will be no record of such a service 

request logged. It is therefore important for customers to insist and ensure that they receive a 

reference number after lodging a service request or complaint.  

 

It is expected that the following information are collected when creating a notification. This 

information includes the exact nature of the incident being reported, the precise location of 

where the service is needed and the name of the individual reporting the matter. The 

information collected from the customer, is digitally routed to the relevant department or 

depot responsible to resolve the service request. At the depot, the service request is assigned 

to field workers who ensure that service request or complaint is dealt with timeously and 

effectively. 

 

The C3 notification system is also designed in such a that the City of Cape Town can measure 

how long it takes for each service request or complaint logged to be addressed or resolved, as 

a performance indicator that can clearly tell if there is an improvement in the delivery of 

services. It also helps in pin pointing problematic areas along the service delivery chain or 

process that might need to worked on or improved to increase the efficiency and 

effectiveness of how services could be delivered more timeously and with the right quality.  
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During this entire process, the service request or complaint appears on the relevant 

department’s work chart for execution and remains open. It is eventually closed when the 

employee assigned to do the job gets it done. Reports are finally given to Councillors which 

are linked to the Councillor’s score cards which ensure the City remains accountability in its 

duty to deliver timeous services. 

 

Figure 6. 16 - C3 Management Process 

 

Source: City of Cape Town-Department of Solid Waste Management and Cupido (2017:3)
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Diagram 4: Diagram Showing the Various Stages a Service Request/Complaint Goes 

Through Until It Is Resolved 
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Despite this meticulous process of executing service requests logged by residents in Site C 

Khayelitsha, loop holes still exist that suggest that the C3 notification system is not fully 

participatory in nature. One important element that suggests this very notion is that, there is 

no means or point of access on the City’s website for the customer or client to track the status 

of their service request logged. That is, to identify and know what stage in the delivery process 

the service request logged is currently in or has gotten too. Customers want to know, if it has 

arrived at the depot, or if it is being sent from the depot to the Foremen on site to execute the 

service request of complaint.  

 

The only way customers or clients can truly know the status of the service request logged, is 

only when the customer walks to a Call Centre and presents the reference number issued by 

the call agent to the customer. Or by sending a follow-up email with the reference number 

issued to the client/customer to the relevant department; or by presenting the reference 

number to the municipal officer at the municipal office for follow-up on the service request. 

Thus, it is imperative for one to truly understand the depth and level of participation users have 

been allowed to have within the functioning process of the C3 notification system. Arnstein’s 

Ladder of Participation will be used to understand the depth of participation within the C3 

notification system. 

 

6.10 ASSESSING THE PARTICIPATORY NATURE OF THE C3 NOTIFICATION SYSTEM THROUGH 

THE ARNSTEIN’S LADDER OF PARTICIPATION 

According to Arnstein, participation is regarded as citizen power (Arnstein, 1969:216). 

Participation is an important process that enables the poor and the marginalised to exert 

significant and substantive influence over the State and its institutions (Nleya, 2011:59). It is for 

this sole purpose that the process of participation emancipates citizens and provides them with 

the freedom and fortitude to mobilise, to deliberate and consult, with the solitary objective of 

being able to change a wide-range of government policies and programmes.  Nleya (2011:59) 

argues that though the marginalised or the poor benefit immensely from participation, the 

poor’s involvement in the participation debate clouds and conceals a lot more than is revealed.  

Therefore, to better unpack what seems to be concealed, the best place to begin is to truly 

understand the concept of participation. Arnstein’s ladder of citizen participation is a perfect 
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place to begin. Arnstein’s ladder of citizen participation is a vertical categorized ladder of 

various levels of participation. Participation on the ladder is grouped into three main levels of 

participation that is Non-participation, Tokenism and Citizen Power. Grouped into Non-

participation is the first two rung of the ladder, are manipulation and therapy, both stages are 

non-participatory.  

Manipulation is a deceptive process of having public meetings, conducting awareness 

campaigns and conducting surveys with the intention only to fulfil participation requirements 

but with no true desire and conviction to share power with the poor or see their lives truly 

improved (Arnstein, 1969:4). It is stage where the public is seen be in active, unaware of the 

influence they can wield and unaware of the change that occur through their active 

participation. It is also a stage where the public needs to be educated about how they can 

effectively participate in the process. 

Therapy on the other hand is a misconstrued means of concealing the real intent and objective 

of altering the behaviour of the poor (Arnstein, 1969:5). It is a process where government 

investigates, probes or seeks less answers from the exact cause of a problem such as the 

inconsistency of timeously delivering service but instead direct citizens focus to the 

concentrate more on the program or system designed to provide services.  

Thus, in practice today, manipulation and therapy are linked closely to the situation of the C3 

notification system and how it functions in Site C Khayelitsha. Users of the C3 notification 

system in Khayelitsha are at a stage where they need to be educated on how they can be an 

active part of monitoring and evaluating the functioning process of the C3 notification system 

to improve the provision of services to residents in Site C Khayelitsha. And not for the 

municipality to direct users or customer’s attention to the superiority or capability of the C3 

notification system to deliver services.  

The next three steps are grouped under the level of participation called Tokenism. Participation 

at these levels are more genuine, however it still does not occur fully. Informing involves the 

provision of a one-way flow of information around decisions that have been made by those 

who have the power to make decisions. The next rung is consultation. It is a process though 

which views and opinions of the public are obtained through public meetings, surveys on 

attitude and neighbourhood meetings. However, with no certainty and surety that the 
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contributions or opinions shared by residents in these forums will actually be considered or 

taken seriously (Arnstein, 1969:6).  Finally, placation is the stage at which coerced sacrifices are 

made by influential people and institutions to ensure they do not give up power, instead 

monetary rewards are given to appease the citizens rather than fully give up power.  

In practice, decisions are made by the City of Cape Town especially around the functioning of 

the C3 notification system. It is often a top down approach rather than a bottom-up approach. 

Town-hall meetings and neighbourhood meeting designed to gather public opinion and views 

around how to improve the delivery of services often results in public opinions being ignored. 

This has often led to service delivery protests by disgruntled residents and in turn government 

trying to placate its citizens. Hence, participation does not fully occur at this level in the 

Arnstein ladder of participation but rather a platform to initiate this process begins.  

The final categorised level of participation is Citizen Power. Citizen power comprises firstly of 

up of Partnership, secondly by Delegated Power and then finally of Citizen Control. The 

categorised citizen power stage is where the marginalised and the poor begin to have and 

experience actual citizen power. On the sixth rung of the ladder which is at the partnership 

stage, the negotiations around joint structures begin between citizens and those that withhold 

power.  

On the next rung of the ladder, the delegated power rung, substantial power and authority are 

now given to citizens over specific programs and policies (Arnstein, 1969:11). Finally, at the 

very top of the ladder is where meaningful, true and genuine citizen control takes place. It 

hardly happens but it is possible. It is stage where power should no longer reside with 

institutions such as the City of Cape Town but with genuinely with the citizens.  

Citizen control is about citizens and other relevant stakeholders working together to achieve a 

desired outcome. Both are expected to be actively involved in all phases of the intended 

programme or system to be implemented. From the conception of the program, to the 

planning and designing of the program, to the formulation of the indicators used to measure 

the performance of the program, to being actively involved in the implementation of the 

program to achieve its desired outcome and as well as being actively involved in the continuous 

evaluation of the programme. In the case of the C3 notification system, the gap missing is that, 

citizens have not been given the opportunity to be active participants in the continuous 
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evaluation of the C3 notification system. As a result, SLA’s are broken without any form of 

consequence either to the Municipal official that receives the service request or to the 

Department responsible for ensuring the service complaint or requested is delivered within the 

expected period.  Power needs to transfer from the City of Cape Town municipality to the 

citizens. Where citizens individually and collectively have a say on the monthly overall 

performance of the C3 notification system as well as individuals being able to give real-time 

feedback on their experiences using the C3 notification system. This way citizen control, which 

is participation, truly occurs in within the system. 

 

6.11 SUMMARY 

This chapter has effectively presented the research findings, analysis and interpretation of the 

data collected. It has intensively addressed three of the research questions. It described the 

nature of the C3 notification system; it monitored and evaluated the effectiveness of the C3 

Notification system in resolving complaints specifically within Site C Khayelitsha community; 

and it highlighted the opportunities and challenges faced by City of Cape Town officials in 

operating the C3 Notification system.  

 

It went further to address themes that emanated from the data collected. It discussed how the 

functioning of the C3 notification system affects the delivery of services in Site C Khayelitsha. In 

this chapter, it discussed the residents in Site C Khayelitsha’s level of awareness of the C3 

notification system. The various types of service requests logged by residents in Site C 

Khayelitsha as well as the channels through which these service requests where logged were 

also analysed.  

 

This chapter discussed the importance of monitoring and evaluating the C3 notification system 

to improve its effectiveness in resolving service request and complaints within the Site C 

Khayelitsha community. I finally assessed the participatory nature of the C3 notification system 

in improving service delivery within Site C Khayelitsha community.  
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CHAPTER SEVEN 

RECOMMENDATION AND CONCLUSION 

 

7.1 INTRODUCTION 

Participatory monitoring and evaluation (PM&E) plays a critical role in the success and 

effectiveness of programs especially when all relevant stakeholders are equally involved in the 

process. The absence of PM&E or the minimal involvement of one or two stakeholders 

amongst many that are actively involved in the design and implementation of a program might 

at first seem negligible, but often or not, it ultimately leads to defining the success of the 

program.  

 

Most times, such programs are unsuccessful and when such programs are unsuccessful, it 

means expected outcomes are not accomplished. It is therefore crucial and important that all 

stakeholders are effectively carried along and provided equal opportunities to be actively 

involved in the monitoring and evaluation of the program.  

 

Often, those that are direct beneficiaries of the program are often neglected; side lined or 

though present, are not given ample voice in the monitoring and evaluation of the program; 

whereas, the ideal situation would be to directly involve the beneficiaries who in turn help 

mitigate against potential challenges and crises within in the program. Therefore, this chapter 

will discuss strategies and tools that can used to ensure residents in Site C Khayelitsha take full 

ownership of the C3 notification system to improve service delivery within their community.  

 

7.2 RECOMMENDATIONS 

7.2.1 Implementing Participatory Monitoring and Evaluation (PM&E) tools and strategies in 

the functioning of the C3 notification system. 

Participatory monitoring and evaluation is vital and key to the sustainability, effectiveness and 

success of the C3 notification system. The desired outcome for the C3 notification system in 

Site C Khayelitsha is to improve the delivery of quality services timeously to its residents and 

participatory monitoring and evaluation is the key solution to this challenge. Through 

participatory monitoring and evaluation, residents of Site C Khayelitsha can take ownership of 
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this system and ensure quality services is provided to the community within the expected 

Service Level Agreement period.  It puts the spotlight on accountability and transparency, 

values that the community will indeed make a corner stone on which the C3 notification and its 

function will be built.  

 

PM&E makes use of reason and rationality to solve difficulties and challenges. It is done by 

analysing why some of the programmes intended for the public have failed and why some have 

succeeded. The community remains the focus of the well-organised methodologies and 

strategies adopted to execute programmes. Hence, PM&E carries out a unique purpose and 

task of evaluating the impact of programmes and the resultant effect of these outcomes on the 

communities.  

 

7.2.2 Create a website that shows all open and closed service requests or complaints and 

the areas where the service requests or complaints are needed. 

Transparency, accountability and access are the essential values to make participatory 

monitoring and evaluation tools and strategies work. Using these values, productive outcomes 

can be achieved. In an ideal world, one of the best ways to ensure the community can 

participate in the continuous evaluation of the C3 notification system would have been to give 

the community full access to the SAP system.  

 

SAP system is a huge system that caters to a wide range of services that the City of Cape Town 

provides and can be accessed on one platform. However, this comes with several risks. 

Amongst these risks are, granting access to the SAP system, means the City of Cape Town risks 

losing sensitive information through hacking or information provided can be falsified. The 

information on the SAP system currently generates millions of rands to the coffers of the City.  

 

As a result, granting full access to the community to the SAP system would prove utterly costly 

and dangerous. Another concern with granting access to the SAP system is the Protection of 

Personal Information Act (PoPI). The SAP system practically links all service provided by the City 

to the residents. Hence, it contains a wealth of personal information of residents doing 

business with the city as well as those requiring services from the City. I am therefore 

proposing a unique solution. A website should be created in collaboration with residents in Site 
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C Khayelitsha (and other communities across the City of Cape Town). The website can be linked 

to current City of Cape Town’s website or a link can be created on the current City of Cape 

Town’s website that takes you to an online page that specifically shows only the following 

information below: 

  

1. The types of service requests or complaints logged.  

2. The area where the service request or complaint is needed. 

3. It should state if the service request is open or closed. 

4. The reference number (This reference number is unique to each customer) is given to the 

customer when a service complaint or request is made. It should be included on the website 

page to enable customers identify their service requests on the website page.  

5. A detailed description of the status or point where the service requested or complaint is at 

on the C3 processing chain (as seen in diagram 4 above). So for example, if the service 

request has been transferred from the Call Centre to the depot, it should indicate right next 

to the service request “at the depot”.  

 

This way, customers can monitor the progress of the service requests that they log. 

Furthermore, the Protection of Personal Information Act is not violated. It is important that the 

information provided is linked real time to the various Departments in the City of Cape Town. 

So that, when service requests or complaints are opened and closed, it is updated 

automatically on the website, which informs the community real time.   

 

In addition, when the service request or complaint is resolved that is “closed”, a SMS 

confirming that the service quest or complaint has been handled or resolved should be sent to 

the customer. So that, peradventure the service request logged had been assumed to be 

resolved and in actual fact has not been resolved, the customer can quickly notify the City of 

Cape Town, that the service has not been rendered.  

 

This way, residents can follow-up on their service requests or complaints online without having 

to call the Call Centre or go to a Walk-in Centre to do a follow up. This website can be linked to 

the City’s App’s as well as to its various social media platforms. Furthermore, the website 

should generate monthly statistical data that on the use of the C3 notification system by 
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residents. Statistical data showing how many requests have been logged each month; data 

showing how many service requests or complaints has been logged area; the channels used by 

residents to log service requests or complaints; to enable the City observe which channels 

available to log complaints are more user friendly to the residents and which channels need to 

be improved on. The data generated should also reflect the number of requests or complaints 

closed and still open.  

 

It should also show through the performance scorecard (which is discussed below as one of the 

recommendations to improve the functioning of the C3 notification system) filled out by the 

resident, the rate of customer satisfaction and dissatisfaction. The data generated each month 

can truly help the City of Cape Town improve the service offered through the C3 notification 

system.  

 

Therefore, it is imperative and essential that these five elements are presented or made 

available on the website used and accessed by the public. With these five elements, residents 

can effectively participate in monitoring and evaluating the effectiveness of the C3 notification 

system to improve the delivery of services provided to each citizen. This solution gives access 

to the actual day-to-day functioning and effectiveness of the City of Cape Town as an arm of 

government to deliver efficient and quality service. It shows how efficient the City is in 

responding to the service delivery demand within the City specifically within Site C Khayelitsha.  

 

Secondly, it provides transparency. Transparency in governance builds trust. The Institute for 

Democracy in South Africa (IDASA), Social Attitude survey revealed that only 43% South 

Africans trust the local government (Powell, 2009:13). This will improve the trust rating of 

citizen about their municipality and its officials and in the long-term build trust between the 

community and the municipality. The City will do all in its power to respond timeously and 

effectively to all service requests or complaints, so as not reflect a negative and inefficient 

image of itself.  

 

Finally, this solution provides and improves accountability. It would be possible to trace and see 

clearly departments who are slow, unresponsive and rather reactive to the needs of residents 

in Site C Khayelitsha. Since the community now has ownership of the program, inefficient staffs 
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can be fired and replaced with more efficient staff. This initiative affirms the City of Cape Town 

as a Caring City, as an Opportunity City and as an Inclusive City. 

 

7.2.3 Performance Scorecards should be linked to each service request or complaint logged. 

According to Frost (2007:1) performance scorecard is simply a prearranged systemized 

structured and controlled set of performance measures, grouped in accordance to varying 

facets and features of performance. Scorecards drive optimum performance and point out 

what exactly is missing. It is an important tool in implementing strategies.  

 

As a result, Performance Scorecards can be used as well to enhance community participation in 

the functioning of the C3 notification system in Site C Khayelitsha. These scorecards should be 

linked to the proposed the website. These scorecards should be evaluated through two means. 

The City of Cape Town provides two major categorised means of logging service requests or 

complaints. These are through making personal contact with the City via a Call Centre or a 

Walk-in Centre; and the second via its e-services.  

 

Thus, performance scorecards can be used when logging service requests through any channels 

provided to improve the functioning of the C3 notification system through data generated from 

the performance scorecards. This way, the City of Cape Town can ascertain which channel is 

most effective and which of its channels needs to be improved.  

 

If the service request is logged through a Call Centre or a Walk-in Centre, the scorecard should 

be filled out over the phone or at the Walk-in Centre after logging the service request or 

complaint. The scorecards should evaluate the experience of the customer when logging the 

service request with the Call Agent or with the municipal official at the Walk-in Centre. The 

scorecard should also be filled out after the service complaint or request has been resolved; 

and finally the scorecard should also be used to evaluate for quality assurance over the service 

rendered 3-6months later (depending on the type of service rendered) to measure the quality 

services rendered by the City of Cape Town.  

 

 In cases, where e-services are used such as emails, SMS’s and the City’s website, the scorecard 

should evaluate the customers experience using that particular channel to log a complaint. The 
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scorecard should also evaluate how long it took to be resolved using that channel of logging a 

service request or complaint; finally, the scorecard should be used to evaluate for quality 

assurance for the work done or service provided 3-6months later depending on the nature of 

service rendered. 

 

7.2.4 Surveys 

Surveys are useful tools for PM&E. According to McIntyre (1999:74), surveys are adept at 

collecting and gathering information, especially from large samples of population. Bell 

(1996:68) affirms that, surveys are best suited for describing sample compositions from 

demographic data gathered. Developing surveys for use requires minimal investment and can 

be easily administered.  

 

The demographic composition of the residents in Site C Khayelitsha is an important information 

that the City of Cape Town needs every year in order to adequately respond to the growing 

needs of the community. And as the community responds by taking these surveys, which can 

be done at the end of each month or done twice every quarter, the community takes 

ownership of ensuring government are updated consistently about their affairs.  

 

It is also important that residents living within this community have access the overall 

breakdown of the surveys collected every quarter. This enables residents in the community 

respond entrepreneurially to the rising needs of neighbours within their communities. So if the 

survey reveals consistently that there is a high rate of illegal dumping and few contracted 

companies available to respond to these needs, a member of the community can approach the 

City of Cape Town to take up the job of clearing the illegal dumping and can as well create 

more jobs for people residing within the community. Thus, making the results consistently 

available to residents within the community empowers the community as well.   

 

The Ward councillor needs to do a progress monitoring and reporting survey for Site C 

Khayelitsha. Since Ward councillors are privy to the functioning of the C3 notification system 

and have access to check how many service requests are open and closed in their wards. It is 

imperative that a re-validation survey is conducted monthly. The aim of the re-validation 

survey would be to assess the following:  

http://etd.uwc.ac.za/



 

147 

 

 To check if customers are truly satisfied with the services they receive 

 To check if there are any deficiencies in the services previously provided 

 To check for satisfaction with the functioning of the C3 notification system 

 To check if there are any complaints or issues that need to address.  

 

Surveys are best suited for monitoring the degree or point to which outcomes and impacts are 

being achieved through initiatives that are developmental. Hence, for studying populations, 

surveys are the best tool to use. For surveys to be useful, skills necessary to design 

questionnaires and sampling skills are imperative to ensure the data generated from the 

surveys are useful. It offers an extensive range of research skills (Ile, Allen-Ile and Eresia-Eke, 

2012:130).  

 

These surveys should be carried out using a standard questionnaire and administered by an 

independent team for example a local Non-Profit Organisation. The results obtained should 

then be used by the City of Cape Town to take corrective steps. Monitoring and evaluation is a 

continuous process, conducting the re-validation process continuously helps check if the 

previous corrective measures or actions have been effective or adequate.  

 

7.2.5 AWARENESS CAMPAIGNS AND WORKSHOPS  

Awareness campaigns that teach and inform residents on how the C3 notification works need 

to take place in Site C Khayelitsha.  

 

“Some people do not know how to get their complaints 

across to the City of Cape Town. Some people do not know 

that if their bins are stolen they need to get a case number 

from the police Station or an affidavit. Once you get that 

and it is sent to us, we can replace the bin. Some people 

think that they need to pay for the bin when it is lost or 

damaged and some people do not know that there is no 

cost involved. If your bin is damaged, we replace the bin at 

no charge because the bin remains the City of Cape Town's 

property. They are paying for the service and not the bin. 
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There are lots of people who do not know this and 

therefore need to be educated” (Department of Solid 

Waste Management, City of Cape Town Staff, February 8, 

2018). 

 

Furthermore, residents need to be enlightened on the various forms of channels that exist to 

log service requests and complaints. In educating residents on how the C3 notification works, it 

is also imperative that residents are educated as well on the various information needed when 

logging a service request. 

 

7.2.6 CAPACITY BUILDING 

Building capacity within the ranks of the service provider is imperative. There are complaints 

from the Quality Assurance department who receive the C3’s created, say that there are 

missing details such as phone numbers or home addresses that ought to be provided when the 

C3’s is sent to them but such details are not provided. This slows down the time taken for the 

City to respond to the service request or complaint or the in some cases the City cannot 

respond because of core information that are missing.  

 

Staffs working in the quality assurance department say the challenge could like be emanating 

from the part-time students who employed on shifts to work at the City of Cape Town Call 

Centres. It might be that they are not adhering to the trainings given to them, or they not 

following the instruction manual given to them. The instruction manual details all the necessary 

questions to ask in relation to any service request or complaint. To ensure the right information 

are generated, necessary to execute the service request or complaint.  

 

“We are using students most of the time and then they 

change shifts. With them, the rate of changing different 

people all the time is actually a challenge because most of 

the time, they do not train them properly. There is a script 

(a manual) that they have, that details the questions they 

need to ask for every service request made. However, 

either they forget to consult it and miss vital information 

http://etd.uwc.ac.za/



 

149 

 

needed or they try using it and do not know how to use it 

because they have not been well trained” (Department of 

Solid Waste Management, City of Cape Town Staff, 

February 8, 2018). 

 

The City of Cape Town needs to create a fine balance between part-time workers and full-time 

staff. The quality assurance department requires accurate and all necessary information to 

transfer the service request to the depot for action. As a result, it is important that the City of 

Cape Town needs to hire fewer students than full-time staff and ensure that the few students 

hired are trained adequately for the task. To ensure that they can handle the various forms of 

service requests that often always logged.  

 

7.2.7 Replace old vehicles, hire more contractors for informal settlements and ensure 

contactors do not use old vehicles or machineries to carry out service requests or 

complaints 

In line with building capacity, the City of Cape Town needs to replace old vehicles, trucks and 

machineries that are due for replacements, need to be replaced with new ones. Furthermore, 

contractors using old machineries or vehicles to carry out service requests must be compelled 

to replace them as well. Inserted within the contracts signed with contractors working in 

informal settlements must be the City reserves the right to annul this contract if vehicles or 

machineries beyond 5years are used to carry out the City of Cape Town outsourced services.  

 

This is highly important because, the City’s response to a number of service requests have been 

delayed for weeks sometimes months or the task not even executed at all, because of an old 

broken down vehicle or machinery.  It is therefore imperative that the City of Cape Town 

ensures that all vehicles and machineries used by the City and its contractors are in great shape 

to carry out their duties as at when needed. 
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7.3 SUMMARY 

This study has successfully been able to provide answers to all the research questions asked in 

Chapter 1. The answers provided forms the bedrock of this study.  This study sort to monitor 

and evaluate the participatory nature of the C3 Notification system towards improved service 

delivery within Site C Khayelitsha community. From the study conducted, for true participation 

to take place with the use of the C3 notification system, residents in Site C Khayelitsha need to 

take ownership of the C3 notification system. Participation will not occur at the bottom of the 

rungs of the ladder (non-participatory and tokenism level as described by Arnstein in work on 

the ladder of participation) but at the very top.  

 

This is where citizens have absolute power. Power and influence needs to reside with the 

people (residents of Site C Khayelitsha) and not with the government.  Residents of this 

community need to decide and work together with all relevant stakeholders to design the 

performance indicators that will be used to measure the effectiveness of the C3 notification 

system to improve service delivery in Site C Khayelitsha.  

 

This study presented a sound theoretical understanding of Participatory monitoring and 

evaluation. It was made clear that PM&E is very different from the traditional M&E. With the 

major difference being that, the people mostly affected by the intended programme, policy or 

system need to champion the planning process, the design process, the implementation 

process and more importantly, the continuous monitoring and evaluation process.  

 

It came to light that PM&E empowers the people. And even though new dominant voices and 

stakeholders might come into the picture with different agendas, an understanding can be 

reached and conflicts can be skilfully avoided to ensure the collective goal of achieving the 

desired outcome of the program is achieved.  

 

The nature of the C3 notification was discussed in-depth. The C3 notification system was 

designed by the City of Cape Town to improve service delivery in Site C Khayelitsha as well as in 

all other municipalities under the jurisdiction of the City of Cape Town. From the study, the 

effectiveness of the C3 notification system is centred majorly around three elements. One, the 

customer receiving a reference number after logging the service request or complaint through 
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any of the channels provided by the City of Cape Town; two, all necessary information and 

documents needed is provided by the customer. And the information provided must be 

accurate; finally, the service request must be resolved within the stipulated Service Level 

Agreement.  

 

In regards to monitoring and evaluating the effectiveness of the C3 Notification system in 

resolving complaints specifically within Site C Khayelitsha community. The findings reveal that 

though the C3 notification system provides several alternatives for customers to easily have 

access to it. It still possesses some flaws that jeopardises the effectiveness of the system.  

Firstly, most respondents in Site C Khayelitsha log their service request or complaints at the 

municipal office, which might bring into question the effectiveness of e-services in a 

community such as Site C Khayelitsha.  

 

Secondly, 42% of the total respondents logged their service requests at the Municipal office, 

while 40% of the total respondents logged their service requests using the Call Centre. Which 

means that 82% of the total respondents logged their service request at the Municipal office 

and Call centre respectively. Leaving a meagre 18% using other alternatives to log their service 

requests. It is important to note here that, the Municipal office and the Call Centres are the 

only two channels were personal contact (in form of direct eye-to-eye contact and voice-to-

voice contact) can be made. The other alternative channels do not have the provision to hear 

or see the municipal official you are talking too.  

 

This analysis speaks volumes in about the residents living in Site C Khayelitsha. It means access 

and accountability are the most important values these residents. It also means that the 

respondents appreciate those values the most.  Some of the respondents indicated on their 

questionnaires that they took the name of the official who took their service request, so that 

they could mention name of the municipal official or report the municipal official if the service 

request or complaint was not resolved within the expected period.  

 

In addition, a community with a high rate of protest action and service delivery dissatisfaction. 

It could be that the trust Site C Khayelitsha residents have in the City of Cape Town has grown 

thin or it could mean that residents who reside in this community do not trust that the City of 
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Cape Town will respond speedily through the other channels. And therefore, would rather 

prefer to see the municipal official and truly express how they truly feel to the municipal officer 

or call the municipal officer with the hope that their service request will be responded to more 

speedily.  

 

This study highlighted the opportunities and challenges faced by City of Cape Town officials in 

operating the C3 Notification system. From the information generated during the interviews, 

two major challenges emanated. One was that, more awareness on how the C3 notification 

functions needed to be communicated to residents in Site C Khayelitsha. Secondly, complaints 

were made about constantly receiving improperly filled service requests or receiving half-filled 

service requests. Such situations place the City official in a difficult position because the service 

request has been opened already and might have to be closed without doing the job.  

 

So when the customer calls back to follow-up on why his/her service request that has not been 

responded to; on the system, it would show as “closed” meaning, the service request or 

complaint has been resolved. Which often results to having a truly dissatisfied customer. Other 

times, the City official decides to leave service request “open” hoping that peradventure the 

client will back again or call back to follow-up on the service request or complaint logged, and 

then the omitted details or information can be collected from the customer. However, in some 

cases, such clients only call back much later; and depending on the type of service request 

logged, when the customer finally calls, the SLA for that service requests might have already 

been long past its SLA period. This then, reflects badly on the City as negligence.  

 

In the final part of this study, (Chapter 6) recommendations to improve the functioning of the 

C3 notification system were offered. A website instilling participatory monitoring and 

evaluation was suggested. A website containing five elements: One, the types of service 

requests or complaints logged must be stated; two, the area where the service request or 

complaint is needed must be stated; three, on the website, it should state if the service request 

is open or closed; four, the reference number given to the customer when the service 

complaints or requests was made should be included on the page to enable customers identify 

their service requests on the page; five, the status of the service requested must as seen in 

diagram 4 above must be presented as well.   
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These elements will foster citizen participation and ownership of the C3 notification system. It 

would give control and power to the citizens on the functioning of the C3 notification system. 

Other elements to facilitate this process were recommended such as surveys and performance 

scorecards maintain and enhance the performances of the City towards improving service 

delivery in Site C Khayelitsha. Capacity building was recommended as well as the City and its 

contractors revitalising its fleet of vehicles and machineries to ultimately improve service 

delivery in Site C Khayelitsha.  
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Appendix A 

Questionnaire questions for users of the C3 Notification System  
1(a) Can you please tell me how old you are? 

 

 0-18 

years 

19-34 years 35-60 years 61 + years 

 1 2 3 4 

     

1(b) Gender?    

 Male Female   

 1 2   

     

 
 

2. How did you come to know about the C3 Notification System? 

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

3. Select the type of complaint you logged below: 

Blocked 

storm water  

drain  

Broken Litter Bin Street light not 

working 

   

1 2 3 

 

If your compliant is not mention above, please specify the type of complaint logged below 

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

4. How long did it take for the City of Cape Town to resolve the complaint? 

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

5. Do you think the C3 Notification system is effective system to improve service delivery? 

Yes No 

1 2 
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6. In your opinion, how would you rate the services which you received from the City of Cape 

Town through the C3 notification system? 

Extremely Poor Service with 

room 

Neutral – No Satisfied, but 

room 

Extremely 

satisfied 

Dissatisfied for improvement Opinion for improvement – no problems 

1 2 3 4 5 

 

7. What alternative channels have you used to log a complaint?  

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

8. How long did it take to resolve your complaint through this channel?  

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

 

 

1. Did you find this channel of lodging complaint more effective than the C3 Notification 

system?  

Yes No 

1 2 

  

 

If yes, why? 

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

 

10. How do you hold the City of Cape Town accountable after lodging a complaint?  

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
 

 

11. Do you have any suggestion on how to improve the C3 Notification system? 

 

………………………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………………………. 
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Appendix B 

 

Interview Questions for City of Cape Town officials 

 

1. What factors were considered when designing the C3 Notification system? 

 

2. Was the system piloted in areas similar to that of Site-C Khayelitsha before being rolled 

out? 

3. What was the motivation behind the implementation of the system across the whole of 

Cape Town including disadvantaged communities?  

 

4. What is the data on the usage of the C3 notification system in Site-C Khayelitsha?  

5. How effective is the C3 Notification system in resolving complaints of residents 

specifically within Site C Khayelitsha as compared to other channels of lodging 

complaints?  

6. How does the department monitor and evaluate the performance of the C3 notification 

system as a participatory system to improve service delivery? 

7. What steps has the department taken to improve the C3 Notification system especially 

as it applies to poor communities such as Site C Khayelitsha? 

8. What other mechanisms are there for citizens to log their complaints?  

9. What challenges do you confront in operating the C3 notification system? 

 

10. How does the City of Cape Town intend to make this system participatory for 

communities such as Site-C Khayelitsha? 
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APPENDIX C 

 

 FACULTY OF ECONOMIC AND 

MANAGEMENT SCIENCES 

 
SCHOOL OF GOVERNMENT 

 

CONSENT FORM FOR USERS OF THE C3 NOTIFICATION SYSTEM 

 

RESEARCH TITLE:  Participatory Monitoring and Evaluation for improved service delivery: 

The case of C3 Notification system in Site C Khayelitsha. 

 

I have read the information presented in the information letter about a study being conducted by 

Joshua Ogheneovo Oghenetega towards the Masters in Administration Programme at the 

School of Government (SOG) at the University of the Western Cape. 

 

This study has been described to me in a language that I understand and I freely and voluntary 

agree to participate.  My questions about the study have been answered. 

 

I understand that my identity will not be disclosed and was informed that I may withdraw my 

consent at any time by advising the student researcher.   

 

With full knowledge of all foregoing, I agree to participate in this study. 

Participant Name   : __________________________________ 

Participant Signature   : __________________________________ 

Date     : __________________________________ 

Place     : __________________________________ 

 

Student Researcher   :  JOSHUA OGHENEOVO OGHENETEGA 

Student Researcher Signature  :  _________________________________ 

Student Number   :  ___3001249_______________________ 

Mobile Number   :  ___073638964___________________ 

Email     :  ___3001249@myuwc.ac.za_________ 

 

I am accountable to my supervisor :  ______ PROF. ISIOMA ILE _________ 

School of Government ( SOG ) 

Telephone    :  +27 21 959 3829 

Fax     :  +27 21 959 3849 

Email     :  _iile@myuwc.ac.za________________ 

 

 

 

 

 

 
 

http://etd.uwc.ac.za/



 

192 

 

APPENDIX D 

 

 FACULTY OF ECONOMIC AND 

MANAGEMENT SCIENCES 

 
SCHOOL OF GOVERNMENT 

 

PARTICIPATION INFORMATION SHEET FOR USERS OF THE C3 NOTIFICATION SYSTEM 

 

RESEARCH TITLE:  Participatory Monitoring and Evaluation for improved service delivery: The 

case of C3 Notification system in Site C Khayelitsha 

 

Dear Participant 

 

You are invited to participate in a research study conducted by Student Name: Joshua 

Ogheneovo Oghenetega and Student Number: 3001249. It is in partial completion of the 

researcher’s thesis towards the M.Admin Degree at the School of Government, at the University 

of the Western Cape. 

 

Before you decide to participate, it is important for you to understand the purpose of the 

research and what it would entail. Please take time to read the following information carefully 

and discuss it with others if you wish.  If you are unclear of anything, I would be happy to 

answer any questions you may have. 

 

PURPOSE OF THE STUDY 

The purpose of the study is to monitor and evaluate the participatory nature of the C3 

Notification system towards improved service delivery within the Site C Khayelitsha community. 

 

DESCRIPTION OF STUDY AND YOUR INVOLVEMENT 

The study intends to present a sound theoretical base on Participatory Monitoring and 

Evaluation. It intends to describe the nature of C3 notification system. The C3 notification 

system is a simple and central business process implemented by the City of Cape Town, 

through which requests and complaints can be made or lodged and then directed to the 

appropriate department responsible to provide such a service and resolve such a request. As a 

result, the C3 notification system provides the City of Cape Town with the opportunity to monitor 

complaints made up to the points when they are resolved. As a result, this research seeks to 
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monitor and evaluate the effectiveness of the C3 Notification system in resolving complaints in 

Site C Khayelitsha community. In addition, it intends to highlight opportunities and challenges 

faced by City of Cape Town officials in operating the C3 Notification system. It also intends to 

make recommendations to improve the functioning of the C3 notification system. It is intended 

that interviews and questionnaires will be used during the course of this research to collect 

sufficient data to provide recommendations that can efficiently and effectively improve service 

delivery through the C3 Notification system and other participatory systems that might be 

implemented in the future.  

 

CONFIDENTIALITY  

Your anonymity as a participant will be ensured during the conduct of this research. Any 

information that can connect the responses to an individual or organisation will remain 

confidential and will be disclosed only with your permission. Please also note that the results of 

this study will neither divulge the organization’s particulars nor the individual particulars, as to 

maintain confidentiality at all times. The researcher shall keep all records and tapes of your 

participation, including a signed consent form which is required from you should you agree to 

participate in this research study, and locked away at all times. 

 

VOLUNTARY PARTICIPATION AND WITHDRAWAL 

Your participation in this research is entirely voluntary, which means that you are free to decline 

from participation. It is your decision whether or not to take part.  If you volunteer to be in this 

study, you may withdraw at any time without consequences of any kind.  If you decide to 

participate in the study, you are free to withdraw at any time – and without giving a reason. You 

may also choose not to answer particular questions that are asked in the study.  If there is 

anything that you would prefer not to discuss, please feel free to say so. 

 

PAYMENT FOR PARTICIPATION 

There are no costs to the participant for partaking in the study. 

 

INFORMED CONSENT 

Your signed consent to participate in this research study is required before I proceed to 

interview you.  I have included the consent form with this information sheet so that you will be 

able to review the consent form and then decide whether you would like to participate in this 

study or not. 

 

 

 

http://etd.uwc.ac.za/



 

194 

 

QUESTIONS 

Should you have further questions or wish to know more, I can be contact as follows: 

 

Student Name    : JOSHUA OGHENEOVO OGHENETEGA 

Student Number   : 3001249 

Mobile Number   : 073 638 9642 

Work Number    : 021 959 3169 

Email     : 3001249@myuwc.ac.za  

 

I am accountable to my supervisor :  Prof. I.U. ILE 

School of Government (SOG) : SENIOR LECTURER 

Telephone    :  +27 21 959 3829 

Fax     :  +27 21 959 3849 

Email     :  iile@uwc.ac.za 
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APPENDIX E 

 

 FACULTY OF ECONOMIC AND 

MANAGEMENT SCIENCES 

 
SCHOOL OF GOVERNMENT 

 

CONSENT FORM FOR CITY OF CAPE TOWN OFFICIALS 

 

RESEARCH TITLE:  Participatory Monitoring and Evaluation for improved service delivery: 

The case of C3 Notification system in Site C Khayelitsha. 

 

I have read the information presented in the information letter about a study being conducted by 

Joshua Ogheneovo Oghenetega towards the Masters in Administration Programme at the 

School of Government (SOG) at the University of the Western Cape. 

 

This study has been described to me in a language that I understand and I freely and voluntary 

agree to participate.  My questions about the study have been answered. 

 

I understand that my identity will not be disclosed and was informed that I may withdraw my 

consent at any time by advising the student researcher.   

 

With full knowledge of all foregoing, I agree to participate in this study. 

Participant Name   : __________________________________ 

Participant Signature   : __________________________________ 

Date     : __________________________________ 

Place     : __________________________________ 

 

Student Researcher   :  JOSHUA OGHENEOVO OGHENETEGA 

Student Researcher Signature  :  _________________________________ 

Student Number   :  ___3001249_______________________ 

Mobile Number   :  _____073638964___________________ 

Email     :  _____3001249@myuwc.ac.za_________ 

 

I am accountable to my supervisor :  ______PROF. ISIOMA ILE__________ 

School of Government ( SOG ) 

Telephone    :  +27 21 959 3829 

Fax     :  +27 21 959 3849 

Email     :  ___iile@myuwc.ac.za_______________ 
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APPENDIX F 

 

 FACULTY OF ECONOMIC AND 

MANAGEMENT SCIENCES 

 
SCHOOL OF GOVERNMENT 

 

PARTICIPATION INFORMATION SHEET FOR CITY OF CAPETOWN OFFICIALS 

 

RESEARCH TITLE:  Participatory Monitoring and Evaluation for improved service delivery: The 

case of C3 Notification system in Site C Khayelitsha 

 

Dear Participant 

 

You are invited to participate in a research study conducted by Student Name: Joshua 

Ogheneovo Oghenetega and Student Number: 3001249. It is in partial completion of the 

researcher’s thesis towards the M.Admin Degree at the School of Government, at the University 

of the Western Cape. 

 

Before you decide to participate, it is important for you to understand the purpose of the 

research and what it would entail. Please take time to read the following information carefully 

and discuss it with others if you wish.  If you are unclear of anything, I would be happy to 

answer any questions you may have. 

 

PURPOSE OF THE STUDY 

The purpose of the study is to monitor and evaluate the participatory nature of the C3 

Notification system towards improved service delivery within the Site C Khayelitsha community. 

 

DESCRIPTION OF STUDY AND YOUR INVOLVEMENT 

The study intends to present a sound theoretical base on Participatory Monitoring and 

Evaluation. It intends to describe the nature of C3 notification system. The C3 notification 

system is a simple and central business process implemented by the City of Cape Town, 

through which requests and complaints can be made or lodged and then directed to the 

appropriate department responsible to provide such a service and resolve such a request. As a 

result, the C3 notification system provides the City of Cape Town with the opportunity to monitor 

complaints made up to the points when they are resolved. As a result, this research seeks to 
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monitor and evaluate the effectiveness of the C3 Notification system in resolving complaints in 

Site C Khayelitsha community. In addition, it intends to highlight opportunities and challenges 

faced by City of Cape Town officials in operating the C3 Notification system. It also intends to 

make recommendations to improve the functioning of the C3 notification system. It is intended 

that interviews and questionnaires will be used during the course of this research to collect 

sufficient data to provide recommendations that can efficiently and effectively improve service 

delivery through the C3 Notification system and other participatory systems that might be 

implemented in the future.  

 

CONFIDENTIALITY  

Your anonymity as a participant will be ensured during the conduct of this research. Any 

information that can connect the responses to an individual or organisation will remain 

confidential and will be disclosed only with your permission. Please also note that the results of 

this study will neither divulge the organization’s particulars nor the individual particulars, as to 

maintain confidentiality at all times. The researcher shall keep all records and tapes of your 

participation, including a signed consent form which is required from you should you agree to 

participate in this research study, and locked away at all times. 

 

VOLUNTARY PARTICIPATION AND WITHDRAWAL 

Your participation in this research is entirely voluntary, which means that you are free to decline 

from participation. It is your decision whether or not to take part.  If you volunteer to be in this 

study, you may withdraw at any time without consequences of any kind.  If you decide to 

participate in the study, you are free to withdraw at any time – and without giving a reason. You 

may also choose not to answer particular questions that are asked in the study.  If there is 

anything that you would prefer not to discuss, please feel free to say so. 

 

PAYMENT FOR PARTICIPATION 

There are no costs to the participant for partaking in the study. 

 

INFORMED CONSENT 

Your signed consent to participate in this research study is required before I proceed to 

interview you.  I have included the consent form with this information sheet so that you will be 

able to review the consent form and then decide whether you would like to participate in this 

study or not. 
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QUESTIONS 

Should you have further questions or wish to know more, I can be contact as follows: 

 

Student Name    : JOSHUA OGHENEOVO OGHENETEGA 

Student Number   : 3001249 

Mobile Number   : 073 638 9642 

Work Number    : 021 959 3169 

Email     : 3001249@myuwc.ac.za  

 

I am accountable to my supervisor :  Prof. I.U. ILE 

School of Government (SOG) : SENIOR LECTURER 

Telephone    :  +27 21 959 3829 

Fax     :  +27 21 959 3849 

Email     :  iile@uwc.ac.za 
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