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The handbook ‘Making Service Delivery
Happen - Innovation at work” is pro-
duced by the CPSI. The insightful,
must read handbook draws on the
experience of the Impumelelo Inno-
vation Awards winners. The book
targeted at managers and potential
innovators is structured around 9
fundamental and crucial innovation
lessons. The handbook highlights
the latest research in innovation
management drawn from the litera-
ture on both private and public ser-
vice innovation.
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Innovation awards programmes assist in unearthing solutions
for replication by others and in providing useful and insightful
lessons for implementation. As a tool to share the general in-
novation lessons of award winners, the CPSI has produced a
mini handbook entitled ‘Making Service Delivery Happen -
Innovation at Work'.

The Impumelelo Innovations Award Trust rewards innova-
tions in government and public-private partnerships that re-
duce poverty and address key developmental issues of na-
tional concern. The award winners provide insights on their
experiences, views, challenges and solutions over a period of
five years. The handbook acts as a recipe for key lessons in
innovation, pointing the following examples:

There is no blueprint for innovation — Although each inno-
vation experience remains unique, there are common
processes and characteristics. The section looks at con-
cepts of ideation, implementation and summarizes current
theories on innovation management.

Think Big, Act Small — Not a unique lesson but one that
can be easily forgotten. Innovators dream - and they
dream big! They follow up on their dreams with persistent
and focused actions. This chapter provides some practical
techniques like boundary relaxation and goal orientation
to help innovators think big but act small

Swimming upstream - Creativity is the generation of new



ideas. An innovative organization accepts that people are naturally creative and attempt to
harness creativity to the benefit of the organization. However, to realize the potential and
channel this creativity for routine work, one needs to understand the barriers to creativity.

Understand your environment - Service innovation is different from product innovation, in that
service innovation requires a significantly greater focus on human and environmental aspects
of innovation. This section assists in understanding the dynamics between service provision,
the people involved and the specific environment in which the innovation will be applied.

The CPSI will provide the results of the pilot
mobile technology projects by the end of
March 2005. Through the generous support of
SITA, the Research and Development (R&D)
department and the Open Society Foundation
(OSF), the implementation of the pilot projects
is continuing on track. .

After the launch of the Future Watch Report,
Government Unplugged: Mobile and Wireless
Technologies in the Public Service, the CPSI
together with the State Information Technol-
ogy Agency (SITA) and the Meraka Open
Source Centre at CSIR, called for proposals
on innovative applications at mobile technolo-
gies that could improve service delivery from
companies and/ or individuals. A total of 27
proposals were received, after a meticulous
evaluation process the panel selected 5 pro-
posals for implementation.

1. Dokoza

A pilot project is underway in Gauteng on the
Dokoza initiative. The project offers a new in-
novative cost effective advanced system for
fast tracking critical services to the national
health care sector. The system has been pat-
ented and developed in South Africa for pos-
sible use initially in HIV/AIDS, specifically in
respect of the roll out of anti-retroviral therapy
and TB with the view to potentially including
other diseases once the concept has been
proven. The system involves the use of mo-
bile technologies for data and transaction ex-
change for medical services.

2. Mohwiti Consortium:

A consortium consisting of Mohwiti Technolo-
gies, Tlou Networks and Jacqueline K Con-
sulting are implement ting a mobile applica-
tion, known as Access Health. This solution is

aimed at improving public access to health-
care services, as well as providing local clinics
and district hospitals with a more efficient pa-
tient referral and test results system aimed at
improving the quality of healthcare services
provided to the public. The pilot project is be-
ing implemented with the Brits District hospital
and the 22 local clinics linked to it.

3. BCIT

BCIT is piloting a mobile system which will as-
sist the Home Affairs department to resolve
queries in a self-service manner using mobile
technologies. The system will allow citizens to
receive short message service (SMS) notifica-
tions on their mobile phones regarding the
status of their applications be it unabridged
birth certificates, identity documents and
passports.

The system will provide citizens with an option
to query the status of their applications or veri-
fication of certificates (e.g. death certificate)
via short message service (SMS). The service
will be available 24 hours, seven days a week.

4. CSIR Consortium
The CSIR proposed a solution based on mo-
bile technologies, that provides the following:

An information dissemination service — lo-
cation of nearest Home Affairs offices,
available hours, application of processes,
size of photos and documentation needed

A scheduling/queuing facility to enable citi-
zens to book available dates and time slots
to streamline application process

An alerting service to notify citizens when
their documents are available.

The pilot will specifically be targeted at the
Department of Home Affairs in Pretoria. Tech-
nologies used will include SMS, USSD and
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text-to-speech, using Open Source Software
and tools wherever these are available.

The CSIR will also implement a text-to-
speech system that will enable blind or visu-
ally-impaired citizens to make use of the alert-
ing service.

The five pilot projects operate until the end of
March 2005. An independent evaluation of the
outcomes will be available at a later stage to
interested parties. The implementation of the
pilot projects was made possible through the
generous support of SITA, (Research and De-
velopment) and the Open Society Foundation.
For further information on this projects please
contact Glenda White on
Glenda.white@sita.co.za

The CPSI initiated a long term project aimed
at identifying, testing and implementing e-
government applications that contribute to
poverty alleviation, the creation of sustainable
livelihoods and rural development. To set in
motion the process, CPSI commenced a re-
search programme which will identify success-
ful e-government web applications that have
potential application for South Africa.

E-government holds significant indication for
enhancing the delivery of government ser-
vices. However, without a conscious effort to
look at how e-government can contribute to-
wards poverty alleviation, the creation of sus-
tainable livelihood and rural development, an
e-government strategy can further relegate
large numbers of people to margin.

To enhance this process, the CPSI began a
long term programme aimed at investigating
and implementing e-government solutions that
contribute to poverty alleviation, the creation
of sustainable livelihood and rural develop-
ment. In partnership with the Department of
Science and Technology (DST), the CPSI ini-
tiated the action — research programmed. Key
measures within the programmed included:

A review and identification of potential ap-
plications by Radian. The company that
won the tender to provide the required re-
search support

An open call to private sector organization
to table potential applications that where
implemented success-fully

A roundtable discussion bringing together
government departments involved in ICT
deployment and e-government with de-
partments focusing on key development
challenges

In addition to the above, the CPSI is exploring
specific interaction with countries like India
that are developing significant programmes in
this area of work.

The CPSI is developing a survey tool to serve
as a management tool for technology project
managers to use for enhancing the success of
technology projects by providing a better in-
sight into employees.

One of the most important factors that play a
pivotal role in making projects successful is
employees. This is enhanced by innovation
that improves public service delivery which is
usually facilitated by technology. Unfortu-
nately experience in both the public service
and private sector is that many technology-
based projects do not achieve their full poten-
tial. The survey tool will provide insights to as-
sist mould the implementation of the projects
and contribute in building a database of infor-
mation that will provide a rich source of infor-
mation on the link and impact between em-
ployees and success of technology based
projects, particularly in the public service.

The compiling of the survey tool was put to
tender, Webchek, a research house was ap-
pointed to partner with CPSI to do the work.
Local and international partners interested in
working on this project are invited to contact
the CPSI. In December 2004, the CPSI plans
to have a survey tool that has been piloted,
tested and validated. The tool will be applied
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as a standard measure for all the technology
based projects.

The CPSI is keen to make available the tool to
project managers so that the results can be
deposited into a database for the survey re-
sults.

On the 30 September 2004, the CPSI pre-
sented the Donor Supported Public Sector Re-
form in Africa- Dependency, Partnership and
Development Report to representatives from
the donor community and public service minis-
tries from across the continent. The United
Nations Department of Economic and Social
Affairs (UNDESA) was invited to put forward
their Africa Governance Inventory (AGI).

The report is based on data gathered on 54
countries from sources such as the AGI, the
International Development Assistance de-
partment of the Organization for Economic Co
operation and Development (OECD), the
World Bank and directly from donor agencies
and recipient governments. The report pro-
vides valuable indication on the nature of as-
sistance over the past three decades, from
1973 to 2002. The commitments continue up
until 2006 with an estimated amount of 24 959
465 000.000 US dollars being spent on 6. 858
governance and public sector reform projects
or on projects containing a significant compo-
nent of governance activities across Africa.

Western Africa seems to have received the
largest share of both donor investment and
World Bank loans, illustrating a concentration
of high donor dependency in that region. The
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northern region of Africa which includes more
stable countries, received far fewer loans and
less donor support.

On the development aid side, Sweden,
through the Swedish International Develop-
ment Agency (SIDA) has been the largest do-
nor in the governance and public sector re-
form (PSR) arena, providing in excess of 8
billion dollars during the period of 1973 to
2002. The United States, through USAID and
the United Kingdom through the Department
of International Development are both signifi-
cant donors at around 5.5 billion dollars each.

The European Union and European Commis-
sion have jointly provided some 7.8 billion dol-
lars for governance and PSR activities. The
largest African recipients of aid are Ghana at
1.452 042 583 and Tanzania at 1.
411.011.289. Mali, Mozambique, Nigeria,
South Africa and Uganda also received sig-
nificant amounts of support during the period
under review. The data gathered is not com-
prehensive, but rather it attempts to form a
framework and engine for this type of data-
base. The CPSI is keen to receive feedback
on improving both the data and the analysis
contained in the report. Comments can be
sent to cpsil@sita.co.za.

)

The Department of Provincial and Local Gov-
ernment (DPLG) as part of the Municipal In-
frastructure Grant (MIG) established SMIF. In
July 2004 a public call for proposals was
made via the print media inviting municipalities
to submit proposals to CPSI.

A total of 961 proposals across four catego
ries were received. The categories are:

Infrastructure enhancement
Integrated service delivery infrastructure
Local economic development

Local institutional development and com-
munity participation

Municipal

CPSI appointed eight technical specialists to
evaluate the submissions. Successful submis-
sions will be scored on the following guide-
lines:

Must reflect the innovative concepts that
falls within one of the four core areas of
support

Must clearly link to one of the strategic
outcomes and objectives of the municipal-
ity as contained in the Integrated Devel-
opment Plan

Must demonstrate tangible outcomes
within a 3 year period, that benefit citizens
of the locality where the project will be
based

Must make use of skills of multiple partners
within government, the private sector and
communities, ensuring widespread owner-
ship of the concept and commitment to its
success. Specific consideration will be
given to the extent to which the mix of
partners meets the BEE requirements

Must demonstrate consideration for the
sustainability of the initiative, beyond the
immediate period of the grant

Must clearly reflect shared costs of the pro-
ject, either through direct financial contribu-
tions of the municipality and other partners
or through commitment of physical and
human resources.

By end October the CPSI will forward the list
of recommended projects to the DPLG, who
take the final decision on the successful sub-
missions. For further information on SMIF
please contact Kevin Allan on Kkal-
lan@mweb.co.za or smif@sita.co.za

Glenda White, the Executive Director of
CPSI and Imraan Patel, Research and Knowl-
edge Manager formed part of the delegation
that visited India to formalize partnership
agreements between the DPSA ministry and
appropriate institutions in India.

Iinfrastructure

Grant
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Minister for Public Service and Administra-
tion, Geraldine Fraser-Moleketi visited India in
September with a delegation from CPSI. The
South African delegation visited New Delhi,
Andhra Pradesh and Kerala to discuss chal-
lenges and opportunities in government. The
delegation held discussions with representa-
tives from the Department of Communications
and Information Technology, the National In-
formatics Commission, the National Institute
for Smart Government (NISG), the Indian
Institute for Information Technology and
Centre for Development of Advanced

Com utinlg.
The CPSI encountered a number of valu-

able projects from which South Africa can
learn, such as the e-Seva - one stop service
delivery centers in Andhra Pradesh where citi-
zens access a range of government services
at their convenience and the e-government for
Development pilot projects being supported
through the NISG.

The delegation was impressed by the will-
ingness of officials in the Indian government to
support South Africa and provide expertise
and access to key information. The CPSI is
making inroads in using this generous part-
nership.

A memorandum of Understanding (MOU)
focusing on e-government, human resources
development and monitoring and evaluation
will be signed by Minister Fraser-Moleketi and
her counterpart in India, the Minister of Per-
sonnel, Public Grievance and Pensions. The
initiatives that are pertinent to the CPSI will fall
within the ambits of the MOU.

! * +

General Services Counters initiated by
CPSI provide access to government informa-
tion and services as part of Gateway.

The Gateway portal is a partnership project
between government departments and several
agencies and public sector organizations. The
main partners are:

Center for Public Service Innovation
(CPSI),
State Information Technology Agency

(SITA)

Universal Service Agency (USA),
Government Communication Information
Service,

Sentech; and the

South African Post Office (SAPO)

On the 3rd August 2004, the Minister of
Public Service and Administration Ms Gerald-
ine Fraser—Moleketi and the Minister of Com-
munication Ms Ivy Matsepe Caseburri
launched the e—government Gateway portal at
Mbazwana, in KwaZulu-Natal. The portal is a
programmed designed to provide one stop ac-
cess on government information and services
for all South Africans. The system acts as the
link between the access channels and the
back office. The portal can be accessed

through www.gov.za

Nine under-serviced regions were identified
to form part of the pilots phase for Gateway.
The nine Multi Purpose Community Centres
(MPCC) sites are:

Mbazwana — KwaZulu Natal
Tombo- Eastern Cape
Sterkspruit — Eastern Cape
Hartebeeskraal — Western Cape
Lebotwane — North West
Namahadi- Free State
Galeshewe- Northern Cape
Empuluzi — Mpumalanga
Mapela - Limpopo

CoNoohRWNE
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All pilot sites have two computers con-
nected to a satellite, a television set, vivid sys-
tem with a decoder, printer and PIT. A Gen-
eral Services Counter (GSC) is also operating
through the initiation of CPSI to provide a one
stop personal human touch for citizens. Young
staff are contracted and trained to manage the
GSC. The training provides the GSC staff with
understanding on how government operates,
customer care, using the gateway portal to
provide services and information to citizens.

The vision of the e-government access
strategy is to create seamless and continuous
access to information and services of the gov-
ernment to all its citizens through the use of
ICT. The vision is guided by the following prin-
ciples:

1. Enhancing service delivery by utilizing ex-
isting infrastructure — in the public sector
and private sector- to avoid duplication and
wastage.

2. Ensuring an integrated approach to service
delivery by government departments

3. Enabling wall to wall coverage by providing
uninterrupted and increased access to all
citizens, through the means most appropri-
ate and convenient to citizens, by taking
into consideration factors such as afforda-
bility, adaptability, sustainability and
transactional volumes

4. Providing options for citizens to access
government services by enabling multiple
services to be accessed through a single
delivery mechanism, in ways that are ap-
propriate to customers in need of the ser-
vices. Considering language, culture and
literacy.

5. Facilitating local economic development to
create jobs and alleviate poverty.

The first CPSI internship programme initi-
ated in October 2003 with two students, Mi-
chael Gxaleka and Majuta Mamogale came to
end in September 2004. The programme con-
tinues with two new interns Teboho Mpondo

and Rachel Browne who form part of the CPSI
team for the next for six months.

The internship programme aims to provide
graduates with valuable work experience in a
dynamic work environment. The programme
was a success for Michael and Majuta as they
both gained skills, insights and developed
networks through their direct involvement with
the work of the CPSI.

The programme now enters into its second
phase with Tebogo and Rachel from the Uni-
versity of Witwatersrand Graduate School of
Public and Development Management
(P&DM) the two are already engaged on a se-
ries of exciting projects including:

. e-government knowledge exchange (e Gov

KnowEXx)

Development of a policy brief on human re-

sources management in Africa

Project partnership with Human Sciences

Re-search Council

Development of the Expanded Public Work

Programme learning network (EPWP X-

change)

Development of a KAPB survey (knowl-

edge, attitudes, perceptions and behav-

iour). Their role will also include contribut-
ing to developing the con-tent, updating
the website and enhancing the contribu-
tions of the CPSI to the United Nations

Online Network for Public Administration

and Finance (UNPAN).

Mpondo is from the Vaal Triangle, in his
second year of Master of Management (MM).
His incentive for joining the programmed is to
obtain adequate experience in policy issues
mostly in research, management and imple-
mentation. Coming from an NGO background,
he also expects to gain valuable public service
workplace experience as he intends to carve
out his career in social development on com-
pletion of his masters.

Browne is from Johannesburg, she has
submitted her research report that focuses on
Knowledge Management as a reform mecha-
nism for public service reform. Browne comes
from a range of cultural management field and
has worked in private sector and has con-
sulted in the public sector. During the pro-
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gramme she plans to develop a broader un-
derstanding through practical application of
three years of intensive study. The work at
CPSI will give her studies a practical hands-on
knowledge in this area.

“I think | am privileged to be given an
opportunity to work on the programme”, says
Mpondo. “This is really and exciting opportu-
nity to enhance and develop what | have
learnt at P&DM”, says Browne
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