Address by Gauteng Premier, Ms Nomvula Mokonyane during the occassion of the Gauteng Hotline IN SOWETO, PIMVILLE
02 February 2012
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Ladies and Gentlemen

The government commitment to people-centred and people-driven service delivery remains intact and strong.  What drives us is our sense of responsibility in changing and improving the conditions under which people live. In carrying out this responsibility we always seek in consultation with the residents of Gauteng innovative ways that will ensure constant contact and communication between ourselves and the masses we serve.  
As a result of this close working relationship characterised by open interaction with the people we have been able to achieve more in a short space of time in areas such as the provision of water and sanitation, supply of electricity, construction of roads, schools, clinics and recreational parks. More and more people have been issued with title deeds providing the security of tenure that was always denied to them by the former Bantu Administration Board.  
We have also been able to accelerate the provision of shelter for the poor through low-income housing program.

All these achievements would not have been possible if it was not because of the faith and confidence you have in us as well as the collaboration we enjoyed working with you. You have demonstrated this support in successive elections which we won convincingly. And this has never been taken for granted instead it has strengthened our resolve to do more for the residents of Gauteng. We are indeed humbled and encouraged by your unflinching support.

Today we gather here to witness one of the milestones of our government’s effort to improve communication with the residents of Gauteng, the launch of the Gauteng Premier’s Hotline. As Gauteng Government together with our municipalities we have actively participate in the success of the Presidential Hotline.

Statistics received from national Presidential Hotline show that the majority of the calls logged emanate from Gauteng. This means that Gauteng residents are in dire need of direct contact with their government at provincial level. This platform, therefore, will enable residents to escalate matters quite easily.

The Hotline focuses on improving service delivery by providing accurate, reliable and timeous information to the residents of Gauteng on all services rendered by government. It will provide Gauteng residents with a conduit through which their complaints, recommendations and opinions will be attended to.

Initially, this public launch was preceded by the soft launch done last year in March where more than 95 000 calls were handled. This was done to test the system and put in place mechanisms that will yield quality report.

It is worth noting that during this period, the Hotline amongst others, handled issues that range from housing, electricity cut-off and installation, billing system across municipalities, fraud and corruption, customer service, long queues in frontline desks, request for tar roads and maintenance thereof to crime related matters.

In line with the words of President Zuma when he launched the national Hotline, we will handle each as if it is the last and only call. The feedback we have received since the soft launch period indicates reasonable satisfactory levels amongst the callers and enthusiasm as the result of the professionalism demonstrated by our Call Centre Agents when handling their concerns.

As part and parcel of improving the response time and committing ourselves to service excellence, we have signed Memoranda of Understanding with all departments, municipalities and government agencies. This will ensure that we all adhere to the stipulated turn-around times to improve service to our people.

It is encouraging to note that of the total calls logged with the Premier’s Hotline, seventy percent (70%) of them have been resolved. About thirty percent (30%) were resolved at departmental and municipal level. 

We have developed and implemented service delivery trend analysis tool that assist in flagging service delivery hotspots within the province. Service standard norms have been put in place to ensure that those who call are not taken for a ride and their matters are attended to until they are resolved.

Siyazi ukuthi ziningi izinto enikhala ngazo. Siyaqonda ukuthi  indlala nehlupheko enikuyo kumele siyeqede. Siyazi futhi nangempatho engeyinhle eniyithola kwabenye abasebenzi bethu. Yingakho sizimisele ukulwa nakho konke lokhu  sibambisene nani njengohulumeni wabantu. Siyazi ukuthi uma sisebenza ngokubambisana izinkinga nezinxaki ezikhona sizakuzinqoba.
Ngalawa mazwi ngicela ukunibonga kakhulu indlela enikhombisa ukubekezela ngayo. Abantu abafana nani abaziyo ukuthi lohulumeni uyabasebenzela noma inqubekela phambili ingakafiki kunina kepha niyazi ukuthi  izogcina ifikile.

Dankie.Ngiyabonga.
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