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1. INTRODUCTION

The Department of Small Business Development is a national government department.

Vision 2030, as outlined in the National Development Plan (NDP), states that “If we are to address the triple challenges
of poverty, inequality and unemployment, a state is needed that is capable of playing a transformative and
developmental role. This requires a well-run and effectively coordinated state institutions, staffed by skilled public
servants who are committed to the public good and capable of delivering consistently, high-quality services for all South
Africans, while prioritizing the nation’s developmental objectives.”

The Medium Term Strategic Framework (MTSF) states that improvements in service delivery have to be complemented
by effective accountability to citizens. The responsiveness of the public service to citizens and stakeholders will be
improved through revitalization of the Batho Pele Programme and implementation of the Public Service Charter.

The Service Delivery Improvement Plan of the Department of Small Business Development intends to provide a focused
approach to continuous improvement of key services and products in line with the Batho Pele principles, which serve
to ensure effective and efficient service delivery by putting “the People First”. It is therefore critical to note that the SDIP,
in line with the Strategic Plan of the Department of Small Business Development, aims to meet the business
developmental needs of all the stakeholders and to identify areas that need improvement in order to serve all
stakeholders with integrity and excellence.

The Department of Smali Business Development undertook to draft the Service Delivery Improvement Plan (SDIP) in
line with the requirements of the Public Service Regulation, 2001.

This SDIP is compiled for the period 2015 — 2018.

1.1 The Preparatory work informing the SDIP

1.1.1  Strategy review: the Department of Small Business Development conducted a strategy review during
2015 to assess the effectiveness of the policies, programmes, and interventions offered, and to also take
into consideration the recommendations of the Programme Review.

1.1.2  Stakeholder analysis. In 2014, the Department of Small Business Development engaged in stakeholder
engagements across the country to gather information on the need for the department, current products
and services offered to small businesses and cooperatives and the perception of the public on the
products and services. During this period, the department started the process of developing a five-year
strategic plan which was informed by thorough consultations with stakeholders in the small business
sector from both the private and public sector. Led by the Minister and the Deputy Minister, the department
took a conscious decision to get a better understanding of the needs of smali businesses and cooperative
enterprises. The key issues that emerged from the engagements were that stakeholders expect the
department to address:
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1.1.2.1 Access to markets,

1.1.2.2 Access to finance,

1.1.23 Red tape,

1.1.2.4 Skills development and

1.1.2.5 Business infrastructure.
These are the issues that were taken into consideration when the department developed the 2015 - 19
Strategic Plan and the 2015/16 Annual Performance Plan. During the department’s interactions with key
stakeholders, one of the issues that were raised was the need to co—ordinate small business support
services and initiatives in an integrated manner, taking into consideration the efforts of the three spheres
of government, developmental finance institutions, state owned enterprises, private sector and non-
governmental organisations. The department recognises this need and will, together with provinces,
municipalities, developmental finance institutions and private sector partners, focus on upscaling the
balance between robust private-sector business development services and public sector led and co-
funded business support services.

1.1.3  SDIP formulation: The SDIP was compiled following the Programme Review that the Department of
Small Business Development conducted to ascertain its relevant functions, products and services. The
feedback from the stakeholder engagements have also been used to inform the formulation of the SDIP.
It is important to note that the revised strategic plan (2015/16 — 2019/20) forms the basis of the SDIP
(2015/16 — 2017/18).

The department plans to engage further with its stakeholders in order to better understand the
environment it offers the services and products and also to continue improving the quality and quantity of
the products and services offered.

1.2 The SDIP Team

1.21 The SDIP was led and compiled by the Strategy, Monitoring and Evaluation Unit with consultation with
the Executive Committee members of the Department of Small Business Development.

1.2.2 The leading official is Ms. Tebogo Hlabioa — Strategy, Monitoring and Evaluation.

1.2.3  The following officials contributed to development of the SDIP

1.2.31 Ms. Mahlatse Betty Phahla, Call Centre Agent — Communications and Marketing Unit. Ms Phahla
represented her Unit in relation to the Key Service: Hotline / Call Centre.

1.2.32 Ms. Sanah Green, Deputy Director: BBSDP — Support and Product Development Unit. Ms Green
represented her Unit in relation to the two Key Services — Cooperatives Incentive Scheme (CIS) and the
Black Business Supplier Development Programme (BBSDP).

1.2.3.3 Mr. Semopo Mokgabudi, Project Manager — Informal and Micro Enterprise Development Programme Unit.
Mr Mokgabudi represented his Unit in relation to the Informal Trader Upliftment Programme (ITUP).
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1.3 Communication Plan

["KEY SERVICE TARGETDIVISION | RESPONSIBLE OFFICIAL | METHOD OF TIME LINES

: COMMUNICATION ;

| HOT-LINE Department Mahlatse Phahia Report update, email | Quarterly
ITUP Department Semopo Mokgabudi Report update, email | Quarterly |
TRAINING: Department Pertunia Digomo Report update, email Quarterly
COOPERATIVES
BBSDP Department Sanah Green Report update, email Quarterly
CIS | Department Sanah Green Report update, email Quarterly

1.4 Reporting Plan

The Service Delivery Improvement Plan will be reported against the 2017/18 Annual Performance Plan
quarterly and annual reporting timeframes.

1.5 Impact Assessment Plan

The impact assessment of the Service Delivery Improvement Plan will be conducted at the end of the 2015 —

2019 Medium Term Strategic Framework (MTSF).

2. LEGAL AND REGULATORY FRAMEWORK & STRATEGIC PLANNING PROCESS

2.1 Legal Mandate

Whereas the Constitution provides the establishment mandate for the DSBD and its entities, various national and
sectoral legislation and regulatory frameworks give effect to how the constitutional mandate should be implemented,

as follows:

Table 1: Legislative Regulatory Framework

Name of Act

Consideration

National Small Business
Act, 1996 (No.102 of 1996),
as amended

To provide for the establishment of the National Small Business Advisory
Council and the Small Enterprise Development Agency; to provide guidelines
for organs of state in order to promote small business in the Republic; and to
provide for matters incidental thereto.

Public Finance Management
Act, 1998 (No. 1 of 1999), as
amended

To regulate financial management in the national and provincial governments
and ensure that government resources are managed efficiently and effectively.

Preferential Procurement
Policy Framework Act, 2000
(No. 5 of 2000}, as amended

To ensure that government's preferential procurement procedures are aligned
with the aims of the Broad-Based Black Economic Empowerment Act, 2003 and
the associated Codes of Good Practices.

Co-operatives Development ]
Act, 2005 (No. 14 of 2005),
as amended

Provides for the formation and registration of co-operatives; the establishment
of a Co-operatives Advisory Board; the winding up of co-operatives; the repeal
of Act 91 of 1981; and matters connected therewith.

Broad-Based Black
Economic Empowerment

Establishes a legislative framework for the promotion of black economic
empowerment; and empowers the Minister to issue Codes of Good Practice
and publish transformation charters, establish the Black Economic
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Name of Act

Consideration

Act, 2003 (No. 53 of 2003),
as amended

Business Act, 1991 (No.
71 of 1991), as amended

Empowerment Advisory Council; and to provide for matters connected
therewith.

Regulates the licensing and carrying on of businesses and shop hours and
makes provision regarding the licensing and carrying on of businesses, and
related matters.

Companies Act, 2008 (No.
71 of 2008), as amended

Regulates the incorporation, registration, organisation and management of
companies, including the fiduciary and “due care” duties and responsibilities
of “directors” of a company.

Skills Development Act,
1998 (No. 97 of 1998), as
amended.

Aims to develop the skills of the South African workforce and to improve the
quality of life of workers and their prospects of work; and to improve
productivity in the workplace and the competitiveness of employers and to
promote self-employment. .

Industrial Development
Corporation Act, 1940
(No. 22 of 1940), as
amended

To foster the development of small and medium enterprises and co-operatives;
to lend or advance money to any company or other person engaged in or
proposing to establish or to expand or modernize any activity referred to in
section 3, or, in the case of any such company, to acquire an interest in it or to
provide or, by underwriting or otherwise, to assist in the subscription of capital
for it; and to guarantee any undertaking given in relation to the financing of any
company or other person.

National Credit Act, 2005
(No. 34 of 2005), as
amended

Aims to facilitate access to credit for all, while introducing measures to prevent
over-indebtedness or the extension of credit to the vulnerable.

Consumer Protection Act,
2008 (No. 68 of 2008), as
amended

Aims to protect consumers against unfair business practices, giving them greater
recourse against companies that supply them with goods and services.

Financial Intelligence
Centre Act, 2001 (No. 38
of 2001), as amended

Intends to combat money laundering activities in South Africa. It imposes duties
to identify and verify clients and report suspicious transactions to the authority.

Financial Advisory and
Intermediary Services Act,
2002 (No.37 of 2002), as
amended

Regulates the activities of all financial service providers who give advice or
provide intermediary services to clients as regards certain financial products.
The Act requires that such providers be licensed and that professional conduct
be controlled through a code of conduct and specific enforcement measures.

Protection of Personal
Information Act, 2013 (No.
4 of 2013), as amended

Promotes the protection of personal information by public and private bodies.

The above mentioned legislation and regulations are therefore not exhaustive and it is recognised that the department
must comply with all national and provincial legislation, regulations and directives, as well as local by-laws, applicable

to its functions.
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2.2 Vision, mission and strategic goal

The strategic direction of the Department of Small Business Development is informed by its vision and mission
with an inspiration to be the voice of small businesses and cooperatives. The Vision and Mission of the Department
of Small Business Development are therefore crafted to ensure that the department remains relevant to all its
stakeholders in fulfilling its mandate of continuously providing financial and non-financial business support services
to small businesses and cooperatives.

2.21 Vision: A radically transformed economy through effective development and increased participation of
SMMEs and Co-operatives in the mainstream economy.
2.2.2 Mission: To create a conducive environment for the development and growth of small businesses and
Co-operatives through the provision of enhanced financial and non-financial support services.
223 Values
2.2.3.1 Integrity — to consistently honour our commitments, uphold ethical, honest behaviour and transparent
communication.
2.2.3.2 Professionalism — to serve with utmost respect, competence, mannerism and cooperate with all role
players.
2.2.3.3 Accessibility — to always be available and accessible in providing public services to
our society.
2.2.3.4 Commitment — to be committed to efforts of job creation, alleviating poverty, reducing
inequality.

3. REGULATORY ENVIRONMENT
The SDIP is a compulsory document in terms of the Public Service Regulations (PSR), 2001:

3.1 According to the PSR, Part 11.C.1, an executing authority shall establish and sustain a service delivery
improvement plan for his or her department; and

3.2 According to the PSR, Part [ll.C.2, the executing authority shall publish an annual statement of public service
commitment which will set out the department’s service standards that citizens and service beneficiaries can
expect and which will serve to explain how the department will meet each of the standards.

The White Paper on Transformation of Service Delivery (Batho Pele), 1997, states, in paragraph 7.1.2, that the
Head of Departments (HODs) are responsible for SDIP and that this responsibility should be clearly assigned to a
person or group of people accountable directly to the HOD. Paragraph 7.1.5 states that the relevant
Minister/MEC/Executing Authority must approve the department’s SDIP and that a copy of the approved document
must be sent to the Department of Public Service and Administration (DPSA) to inform its yearly progress report
to Parliament.
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4.

THE GENERAL PROBLEM STATEMENT

The environmental scan, the strategic review and the programme review identified critical gaps in the service

delivery environment of the Department of Small Business Development. Addressing the following gaps will be the

driving force for change and improvement in the service delivery:

4.1
4.2
4.3
4.4
4.5

5.1

5.2

53

Outdated policies and strategies on small business development,

Unavailable data on the small business sector to drive research agenda,

Lack of sufficient developmental funding instruments for small businesses and cooperatives,
Insufficient and scattered access to small business support services,

Capability and capacity gaps of small business agencies (human resources, turn-around times)

THE BATHO PELE PRINCIPLES OF SERVICE DELIVERY

Batho Pele is a Sesotho expression which means “People First”. It is an initiative that was launched in 1997
to transform the Public Service at all levels.

Batho Pele is an approach to get public servants committed to serving people and to find ways to improve
service delivery. This approach also requires the involvement of the public in holding the Public Service
accountable for the quality of service provided. Batho Pele is also about moving the Public Service from a
rules-bound approach that hinders the delivery of services to an approach that encourages innovation and is
results driven. In other words, instead of looking for reasons why government cannot do something,

The Batho Pele belief set has been summarised by this slogan: “We belong, we care, we serve.” Batho Pele
aims to ensure that all public servants put people first, and adhere to the following overarching framework:

5.3.1  We belong: we are part of the Public Service and should work together and respect fellow colleagues,

5.3.2  We care: caring for the public we serve — our customers, and

5.3.3 Weserve: all citizens will get good service from public servants.

5.4

Batho Pele is based on the following eight principles:

5.41 Consultation: citizens should be consulted about their needs,
5.4.2  Standards: all citizens should know what service to expect,

54.3 Redress: all citizens should be offered an apology and solution when standards are not met,

544  Access: all citizens should have equal access to services,

5.4.5 Courtesy: all citizens should be treated courteously,

5.4.6 Information: all citizens are entitled to full, accurate information,

5.4.7 Openness and transparency: all citizens should know how decisions are made and departments are run,

and

5.4.8 Value for money: all services provided should offer value for money
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The 2015 — 2018 Service Delivery Improvement Plan of the Department of Small Business Development is informed
by the stakeholder consultations conducted across the country in 2014/15 financial year and a strategic review
conducted in 2015/16 financial year.
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