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The Gauteng Provincial Department of Roads & Transport embarked on a pilot  
(at Mabopane) to optimise service delivery through primarily improved processes

Background

§ The Testing Centre  at Mabopane was identified as a pilot site for operations 
improvement

§ The site provides the following  7 services:

§ Driver’s Licences

§ Professional Driving Licence

§ Temp Driver’s Licence

§ Driver Testing

§ Vehicle Inspection VTS

§ Vehicle Licence Renewal

§ Renewals - Disc

DLTC

MVRA
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The Mabopane site faced a number of issues around Poor Service, Insufficient 
Controls and Poor Awareness

Improvement initiatives for these functions should focus on reducing turnaround times 
and improving quality for customers and reduce opportunity for corruption

Issues Details

Poor Service

§ Long Queues of 7+ hours at Drivers License and Testing Centre (DLTC) 
and Motor Vehicle Registering Authority(MVRA), due to amongst other 
things:

§ Inoperable (and insufficient)  machinery 

§ Forms and other key documents not available onsite

§ Poor management of stocks (ink, paper etc)

Insufficient Controls

§ Due to insufficient controls, there were potential opportunities for 
corruption:

§ Licenses being held too long beyond law regulation of 120 days

§ Controlled forms not left in a secure environment

Poor Awareness

§ Poor awareness and lack of communications resulted in:

§ Customers paying runners for expedited services

§ Client buying free forms

§ People waiting long periods in the wrong queues

High Level Issues
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Area Objectives

Service

§ To improve services while enhancing controls
§ To develop customer service orientated processes
§ To build in quality upfront and then throughout the processes
§ To develop innovative solutions that bring about major improvements in 

the processes
§ To improve the effectiveness and efficiency of the processes

Controls

§ Management of processes

§ To reduce complexity throughout the processes

Awareness

§ Improve the corporate identity

§ Raise awareness with staff and the public

§ Corporate Identity

Project Objectives by Category

Project objectives were developed aimed at improving service, controls and 
awareness 
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The team utilised FeverTreeConsulting’s  Methodology  ‘Operational Model to 
Enhance Service Delivery in the Organisation’

Operational Model

Value
Engineering

The Right Operational DNA
drives
A High Performance Culture
which delivers
Sustained Results

Performance 
Management

Leadership
Effectiveness

Performance 
Infrastructure

Strategy & Policies
§ A Strategy prioritising performance should be in place to ensure alignment of 

goals
§ Policies should be developed to guide the designs and implementation of 

Operations Management

Leadership Effectiveness
Have an excellent understanding of the organisation , including:
§ Role and areas of responsibility
§ Overall Strategy (vision and goals)
§ Organisation structure
§ Policies, processes & products
Manage the team
§ Spend the majority of time managing team (~80%)
§ Do the job to ensure you know what it is that the people you manage do 

on a daily basis

Organisation Structure (Operations Structure)
§ An appropriate organisation structure to implement the policy and 

facilitate operations management
§ Supports management accountability, responsibility and discipline with 

appropriate downward delegation and reporting
§ Appropriate delegations of authority

Performance Management 
§ Effective meetings and meeting cycles in place at each level of the 

organisation
§ Managing Work/Production
§ Managing People and Compliance
§ Managing Goals
§ Visual Controls

Performance Infrastructure
Support structures, operating models, support  material, frameworks, 
guidelines in place to support operational supervisors and managers.
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Value Engineering/Process Improvement
§ Processes providing the necessary discipline and rhythm for effectively 

managing operations and driving performance and identifying improvement 
opportunities 

§ Continuous improvement 

A. KEY KPIs
CT DBN JHB MUS PE PTA ALL

RRO Permits issued (new) 1 088 233 903 1 483 251 1 958 5 916
Permits issued (ext) 934 1 952 2 464 486 983 1 537 8 356
Only captured on RAD (no S22 issued) 360 169 795 0 0 20 1 344

RSDO Interviewed 440 265 614 145 196 960 2 620
(manual & Adjudicated 440 207 613 109 196 896 2 461

RAD) Decisions issued 434 283 683 92 196 1 118 2 806
CT DBN JHB MUS PE PTA ALL

RRO Permits issued (new) 44 47 24 62 50 44 45
Permits issued (ext) 78 195 47 61 55 45 80
Only captured on RAD (no S22 issued) 72 42 21 0 0 4 23

RSDO Interviewed 9 9 3 11 12 10 9
(manual) Adjudicated 7 9 5 11 9 10 9

Decisions issued 7 9 6 9 8 13 9
CT DBN JHB MUS PE PTA ALL

Same day Decisions issued same day (% of interviewed) 98% 85% 111% 63% 100% 91% 95%
Filing Files found as % of files requested 79% 89% 96% 0% 86% 68% 70%
Adj Outcome of adjudication - % MU 41% 43% 31% 74% 31% 54% 44%

Outcome of adjudication - % Unf 41% 49% 56% 26% 56% 44% 47%
Outcome of adjudication - % Grant 18% 8% 13% 0% 14% 2% 9%

Ops Man Operational meetings held - % 100% 0% 90% 100% 100% 100% 82%

B. RAD RSDO component
CT DBN JHB MUS PE PTA ALL

RSDO Interviews in RAD 85% 28% 82% 0% 64% 7.6% 44%
RAD Adjudications captured in RAD 0% 0% 0% 0% 0% 0% 0%
only Decisions printed in RAD 0% 30% 0% 0% 0% 0% 0%

CT DBN JHB MUS PE PTA ALL
RSDO Interviews in RAD 7 4 5 0 7 0 4
RAD Adjudications captured in RAD 0 0 0 0 0 0 0
only Decisions printed in RAD 0 4 0 0 0 0

C. SCRA & RAB
CT DBN JHB MUS PE PTA ALL

Refer to RAB (U cases) 175 320 0 28 109 5 637
Refer to SCRA (asylum) 179 0 188 81 60 0 508
Refer to SCRA (cert) 0 0 0 0 0 0 0
Cases back from RAB 0 0 0 0 0 0 0
Cases back from SCRA (asylum) 0 0 0 0 0 0 0
Cases back from SCRA (cert) 0 0 0 0 0 0 0

Pending Cases pending with RAB 38 0 0 0 21 0 59
Cases pending with SCRA 10 0 0 0 16 0 26

Total output

Average output per person

Key Ratios

RAD volume as percentage of total volume

Average output per person

Total cases RAB and SCRA

 To RAB & 
SCRA 

 From RAB 
& SCRA 

Source: FTC Operations Management Improvement Methodology
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Seven dimensions for operations improvement were identified (with a key 
primary focus on 5) implemented in the testing centre

Dimension Objective

Layout and 
Cleanliness

Improve the overall client perception of the cleanliness 
of the centres while improving working conditions for 
staff

Client 
Information 
and Signage

Ensure that all services are clearly labelled and that 
information is posted to assist with the application 
process, queuing and client queries

Client Flow & 
Capacity

Optimise the client flow for key services offered by the 
centre by minimising the physical distance travelled and 
reducing the number of information handoffs

Business 
Processes

Optimise business processes for key services offered by 
a centre and standardise processing across centres

Management 
Processes

Implement processes and methodologies which enable 
the management of production output and individual 
performance 

Admin 
Process

Improve key admin processes to manage attendance, 
file documents and speed up collections and the 
counters

Customer 
Care

Train front office staff on customer care and on 
recommended best practices

Operations Improvement -
Seven Dimensions

Clear objectives have to be defined for each dimension to maintain focus through the 
implementation
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Admin

Processes

Customer

Care
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Seven Dimensions - Objectives

Primary Focus
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For each of the areas ,a thorough understanding of the current (as-is) environment 
was developed (with a view to what the recommendations would be)

DLTC
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Simple transactions (for example  those in Bucket A)  have been put on separate 
Queues , with access to the waiting hall by agents minimised resulting orderly 
queuing and quicker processing 

Source: Team  Analysis

AfterBefore

Queues of  Motor Vehicle Registering Authority

Over 70% of transaction volumes are Vehicle Licence Re newals which take 
on average 10 min to process

MVRA
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This has resulted in a significant decrease in the average queuing time at Motor 
Vehicle Registering Authority (MVRA)

15

3535

Mar MayJan

-57%

Motor Vehicle Registering Authority  Ave Turnaround 
Time Improvements  (Minutes)

(Jan to May ’17)

§ New manual ticketing process to 

manage queues

§ Controlled  access and dedicated 

queues in MVRA

§ Improved controls on critical 

transactions

§ Improved management and 

allocation of staff

Process  & Queuing 
Improvements

Key Actions

Source: Team  Analysis

MVRA
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At  the  Driving License and Testing Centre (DLTC) , efficiency improved by 43%,  
decreasing queuing time

Source: Team  Analysis, Dipstick surveys, 

4

5

7

May

-43%

Jan Mar

Driving License and Testing  Centre  Ave Turnaround 
Time Improvements  (Hrs)

(Jan to May ’17)

§ Opening of new site reducing 

volumes

§ Improved monitoring of machine 

availability improving productivity

§ New process to monitor “stock 

outs” of critical supplies reducing 

eye-testing machine downtime

Inventory management 
process kicks in

Key Actions

DLTC
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“Toolkits” are also now complemented by well structured Results & Progress 
Meetings (RPM’s) cascading throughout to ensure full operational control

Team 
member

Level 0

meeting

Senior level 
holding to 

account and 
reviewing 

performance Province

Centre 
Manager

Level 1

meeting

Level 2

meeting

Level 3

meeting

Manager

Supervisor

……
…..

……
…..

……
…..

……
…..

§ Cascaded review cycle to effectively manage the 

organisation

§ Clear flow of information through the operational 

structure

§ Timing of regular meetings is scheduled such that 

up-to-date information flows from teams to Province

§ Overall meeting time is reduced as structured, 

formalised meetings replace ad-hoc meetings

§ To ensure meetings are effective, meeting disciplines 

and principles are developed and implemented with 

operational managers

Key PointsLower levels 
presenting 

performance 
(dashboards 

and KPIs)

Sections (MVRA,VTS,DLTC)
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Criticality/ 
Urgency Stabilisation & 

Priority Initiatives

Full Transformation 
Implementation & 
Embedding

TimeHigh

Low

Objectives 

§ Baseline & Diagnostic
§ Design and development of 

Priority initiatives
§ Implementation of Priority 1 

initiatives

§ Full Implementation and roll out
§ Embedding changes within the 

organisation

§ Full scale rollout of Priority 1 
projects

§ Design and Development of 
Priority 2 projects

§ Quick win implementation

Phase I: Diagnostic & 
Stabilisation Initiatives

Phase II: Transformation 
Roadmap & 1 st Wave 
Implementation

Phases Phase III: 2 nd Wave Implementation

1st Wave 
Implementation

3- 4 
months 

12 months 
+

4-8 months 

Checkpoint & Phase II 
re-prioritisation 

Checkpoint & Phase III 
re-prioritisation 

A roadmap to transforming the centre in the coming years was developed

Skills Transfer – Ongoing Coaching/Mentoring

Programme Office &  Project Communications

Illustrative

Criticality/ 
Urgency Stabilisation & 

Priority Initiatives

Low

§ Baseline & Diagnostic
§ Design and development of 

Priority initiatives
Implementation of Priority 1 
initiatives

3- 4 
months 

Skills Transfer – Ongoing Coaching/Mentoring

Phase I: Diagnostic & 
Stabilisation Initiatives

Programme Office &  Project Communications


