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Service Delivery in South Africa

• The closer we get to a real democracy, the more our people 
will be demanding service, after all we pay for it!

• According to the Africa Check site, although there is about 
15000 protests per year, of those there is a service delivery 
protest at least every second day!

• The only sustainable solution is to identify and fix problems 
ASAP, and to keep the public informed



Background
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Background

• How do we currently find out about problems?

• In almost every municipality you get a number to call



Lets look at a few examples
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Ekurhuleni
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Tshwane
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Joburg – Cuty Power
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Joburg – City Power
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Cape Town
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Cape Town
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Cape Town – Private Site
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Private Site
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Does this work?

• Please do a search on Facebook relating to reporting electrical 
problems for your city and see what you get.
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People are talking… who is listening?

Illegal 
Connection

Broken 
Meter

Dead 
Streetlight

Power 
Outage
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Dead-end communication avenues do not 
result in action 

• No action
• Not measurable
• No one really listening
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Have we optimised out process?

• Lets agree, having a call center, or a number for a receptionist, 
at your department is not the best way to have the public 
report problems

– No Proper Paper trial

– No Feedback to customer

– No Feedback to management

– No Reporting on average turn around time etc.



Using Crowd 
Sourcing for 
early 
identification 
of Issues
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Definition of “Crowd Sourcing”

obtain (information or input into a particular 
task or project) by enlisting the services of a 

number of people, either paid or unpaid, 
typically via the Internet.
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How Does this work

• Step 1: Create your categories
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How Does this work

• Step 2: Assign Responsible Parties
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How Does this work

• Step 3: Publish the Categories - Internet
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How Does this work

• Step 3: Publish the 
Categories – Mobile 
Phone
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How Does this work

• Step 4: Report Issues – On Internet
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How Does this work

• Step 4: Report Issues – On Mobile Phone
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How Does this work
• Step 5: Public get thanked for reporting on Internet screen
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How Does this work
• Step 5: Public get thanked for reporting on Internet screen
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How Does this work
• Step 5: Public get thanked for reporting  by mail or SMS
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How Does this work
• Step : Responsible Person Receive a mail informing him
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How Does this work

• Step : Processing – Pick one or more issues
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How Does this work

• Step : Processing – Select an action
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How Does this work

• Step 5: Public get Informed of Process
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How Does this work

• Step 6: Analysing Feedback
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How Does this work

• Step 6: Analysing – Processing Times
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How Does this work

• Step 6: Analysing – Generate reports
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How Does this work

• Step 6: Analysing – Generate reports - Excel
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How Does this work

• Step 6: Analysing – Google Earth or your GIS



Conclusion



No programming, 
you configure it 
your self, new 
categories etc!

Why is this 
special?



Very easy to use!Why is this 
special?



The public stay 
informed

Why is this 
special?



Management stay 
informed

Why is this 
special?



It can be 
integrated with  
your asset 
maintenance 
solution

Why is this 
special?



Page 47

This look interesting, must be very 
expensive?
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Will this cost you millions?

• Software as a Service (SAAS), only pay while you use it, no 
maintenance fees always up to date

• Price based on population and Number of categories

• 100 000 people, 4 categories, R100 000 per annum

• 100 000  people, city wide, R350 000 per annum

• Cheap enough to test it!
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Feedback Cost

ZAR  0

ZAR 100 000

ZAR 200 000

ZAR 300 000

ZAR 400 000

ZAR 500 000

ZAR 600 000

ZAR 700 000

ZAR 800 000

ZAR 900 000

Department (4 categories)

City wide
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Try it for yourself

• Try it on your computer at

http://optron.trimblefeedback.com/feedback/

• Or on your smart phone by downloading the demo app from

http://demo.trimblefeedback.com/en

http://optron.trimblefeedback.com/feedback/


Wilhelm Herbst: 
wherbst@optron.com

Phumla Ndala: 
ndala@optron.comThank You!
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