[image: image1.emf]0

5

10

15

20

25

30

35

40

45

50

None Gr1-7 Gr 8-12 Post-matric

Percent



Zululand
Chapter 2a and 2b

Livelihood profile of Zululand and

situational analysis of DSD services in the node

Final
[image: image2.emf]0 10 20 30 40 50 60 70 80 90

Access

Cleanliness

Right services

Staff helpfulness

Staff compassion

Staff knowledge

below avg & poor above avg & excellent


Researched and written for the 

Department of Social Development

By Nonceba Lushaba
Khanya-aicdd

July 2007 
[image: image3.emf]0 10 20 30 40 50 60 70 80 90

Access

Cleanliness

Right services

Staff helpfulness

Staff compassion

Staff knowledge

below avg & poor above avg & excellent


Views presented in this paper are those of the authors and do not represent positions of the South African Department of Social Development.
[image: image4.jpg].2 -
S\*J% social development

s

Department:
Social Development
REPUBLIC OF SOUTH AFRICA





ACKNOWLEDGEMENTS
This report was compiled with the support of the local communities in the areas of Ceza, Nongoma and Pongola. Their willingness to participate in the process of sharing their experiences, enthusiasm and co-operation are highly appreciated. It is hoped that their stories, told with sincerity, sometimes heartache and certainly with hope in their hearts for a better life, will assist in the drive towards their playing a more significant role in bringing about their own development and upliftment. Addressing social welfare needs, and partnering this with economic development through income generators, must be strengthened.

The Zululand District Municipality from Corporate Services and also from Planning were most welcoming and forthcoming with inputs and the information they possessed. Mrs. Matho Gwamanda and Cosmos deserve a special mention as they provided their knowledge and contacts within the Municipality. The Zululand District Municipality has a positive vibe of activity that is refreshing and indeed very encouraging. Clearly, a concerted effort is being made towards eradicating poverty through pursuing the 2014 targets set by government nationally.

The AmaKhosi (Tribal Chiefs) and IziNduna (Headmen) who allowed us access to their areas and community meetings made the research team feel welcomed.   

The Department of Social Development in Ulundi Region initially met the research programme with, understandably, a bit of scepticism due to the many research programmes that have been conducted in the node without reports and feedback. The Nodal Manager offered the services of Deputy Director, Research and Development, Mr. Manqele and Assistant Manager Social Services, Mr. Sibisi who were welcoming and provided insight into the many services offered by the department, and also proposed solutions to some of the short-comings experienced in the area of service delivery.  The passion to make things happen on the ground and the frustrations of trying to integrate processes and involve all the stakeholders, speak to the dynamism of the movement towards a more holistic development approach.

We would further like to acknowledge the contributions made by EPA to part 2B of the report.
TABLE OF CONTENTS 
iACKNOWLEDGEMENTS


iiiGLOSSARY


ivEXECUTIVE SUMMARY


7INTRODUCTION


7Background to the area


8Methodology


9Process carried out


102A LIVELIHOODS PROFILES IN THE ZULULAND ISRDP NODE


10Introduction


10How do people see poverty and development and the causes of poverty


10Community analyses of the Zululand Rural Node


15Livelihood profiles of vulnerable groups in the Ceza, Nongoma and Pongola communities


17Factors that make households and communities vulnerable


20Livelihood strategies of vulnerable households in the node


212B SITUATIONAL ANALYSIS OF DSD SERVICES


21Presence of DSD district and sub-district offices, level and type of staff


21Type as well as frequency of Department of Social Development services rendered


22Figure 2: Proportion receiving grants, by grant types


22Alignment of DSD services with PGDS, IDP, ICD and LED strategy


22Working relationship with community, municipal, provincial, national departments


22Service delivery gaps


24Recommendations for addressing service delivery gaps





GLOSSARY
AIDS

Acquired Immunodeficiency Syndrome
CBO

Community Based Organisation

CDW

Community Development Worker

CHW

Community Health Worker

DoE

Department of Education

DSD 

Department of Social Development

DTI

Department of Trade & Industry

FET

Further Education Training

HBC

Home Based Care

HIV

Human Immunodeficiency Virus

IDP

Integrated Development Plan
ISRDP

Integrated Sustainable Rural Development Plan

KZG

Kwa-Zulu Government

MPCC

Multi Purpose Community Centre

URP

Urban Renewal Programme

ZDM

Zululand District Municipality

EXECUTIVE SUMMARY

Introduction
1. Chapter 2a provides a description of the livelihoods profile of the sampled residents within the Zululand Integrated Sustainable Rural Development Programme (ISRDP) node. It specifically looks at a number of strategies employed by vulnerable groups identified during research exercises held in Nongoma (under the Nongoma Local Municipality), uPongola (under the uPhongolo Local Municipality) and kwaCeza (under the Ulundi Local Municipality) areas of the node. Chapter 2b offers a situational analysis of Department of Social Development (DSD) services. It provides information about services and projects and identifies service delivery gaps.
Background to the area 
2. The Zululand node is situated in North-Eastern KwaZulu-Natal in the Zululand District Municipality (ZDM). There are five constituent Local Municipalities, namely eDumbe, uPhongolo, Abaqulusi, Ulundi and Nongoma. The study has been focused in rural areas where specific DSD Projects have been identified. According to the 2006/2007 Integrated Development Plan (IDP), the Zululand District Municipality has a population of 964 000 (2005 statistic) and the settlement pattern indicates that 65% of it’s population reside in rural villages away from the main road network. (Zululand District Municipality IDP 2006/2007: 5) 
Livelihood profiles of the Zululand rural ISRDP node
3. This chapter profiles the livelihoods of three communities sampled in the Zululand Node, namely Ceza, Nongoma and Pongola.  There is no reporting on urban areas in this node as all three communities are rural settlements. In particular, the chapter looks at the livelihood strategies employed by vulnerable groups that were identified during the research process conducted in the area. It describes the trends and characteristics, strengths and weaknesses as well as threats and opportunities faced by representatives of selected vulnerable groups and the different livelihood strategies they use to supplement household incomes.  The chapter also includes sections listing the various projects and services supported by the Department of Social Development available to vulnerable groups, identifies gaps in service delivery and makes recommendations regarding plugging these gaps.
How people see poverty and development and the causes of poverty
4. The groups interviewed in the Zululand node view poverty as the inability to provide for family and dependents. Most community members felt that they were economically poor and that social assistance is inadequate to see households through this period of social and economic transition and uncertainty. Closing of industries such as coal mining has had a detrimental impact on the Ceza, Nongoma and Pongola communities. People feel that they have been thrown back on their own resources and income is limited to small scale businesses, for which there is inadequate information and support. Development is seen by and large as investment in community infrastructure. Tarred roads, electricity and sanitation are problems in the rural areas of the Zululand node and have political connotations – e.g., some councillors are seen to assist the process of development whilst others block the processes. The Tribal Authorities are seen as structures that should be driving development.  Where relationships are good with the authorities, development takes place.
Community analysis of Zululand node
5. Wealth ranking is a method used to learn how local communities perceive wellbeing and helped the research team to engage the community in their identification of the vulnerable social groups within each well-being category in communities in the various communities. All residents were adamant that there were no ‘very rich’ people in their communities As such, categories of local residents were identified as ‘well off’, ‘quite well off’ ‘poor’ and  ‘very poor’. In all the communities, those identified as being ‘well off’ and/or ‘quite well off’ are the same – i.e., government employees, teachers, larger-scale farmers and businessmen. Those identified as ‘poor’ are the pensioners, informal traders (most all of whom are women), widows and mothers receiving child-support grants. The ‘very poor’ consist of child orphans, those suffering from the Human Immunodeficiency Virus (HIV) and Acquired Immunodeficiency Syndrome (AIDS), the disabled and the very aged.
6. It is clear that in all communities, there is a huge chasm of opportunities between those who have secure income and those who do not.  This is not always indicated through spending on commodities and homes but also in traditional values - e.g., the number of wives or cattle men have. Traditional values in a modern context also tend to create enormous tension in the lives of rural communities. In all the communities there are child-headed households, orphaned through the scourge of HIV and AIDS. Increasingly, households are depending on the state to provide livelihood sustenance, through the provision of social grants and pensions.  Rural areas such as these are rarely seen as places that have a future other than through the running of very small-scale businesses and local schools are seen as inferior by the more well off, who tend to have their children educated elsewhere.
Livelihood profiles of vulnerable groups
7. Key indicators of vulnerability identified by the participants were unemployment and lack of work; food insecurity; a lack of water for agricultural purposes; no access to transport and commercial infrastructure; and a lack of available and appropriate skills training and entrepreneurial capacitation programmes.

8. Members of the vulnerable groups interviewed identified a wide range of skills that they possess. However, there is little evidence to suggest that there exists the opportunities or the infrastructure for such skills to be translated into work that generates adequate income. Additionally, the precarious nature of necessities such as regular and efficient water supplies make it extremely difficult to make effective use of those skills that are often most appropriate to the area in which these groups live. The absence of information appears crucial in limiting the possibilities for life improvement, especially amongst the youth.

9. Gainful employment, sustained/improved incomes, better transport and agricultural infrastructure and empowering information are some of the crucial outcomes desired by these vulnerable groups.

2B Situational analysis of DSD services

Service delivery gaps and recommendations
10. Several crucial service delivery gaps were identified: the lack of crèches and salaried staff to run the facilities; insufficient information transfer and skills training; insufficient DSD staff support for projects to guide participants in the development process; a huge gap in access to pension payout points; a lack of capacity building for small business and training in financial management;  no counselling sessions or bereavement programmes for orphans; and a serious lack of information around Drop-in centres.  
11. Recommendations regarding addressing service delivery in the Zululand node include:

a) Investigate various mechanisms to increase communication and information flow to the various vulnerable sectors of the community;
b) Identify and facilitate relevant training programmes for various sectors of the community, emphasising skills training related to capacity building and training in financial management, conflict management, marketing as well as book and record keeping skills;
c) The inclusion and participation of intended beneficiaries in the planning and implementation of activities within each community; 
d) Better working relationships between DSD and ZDM and setting up private/public partnerships around issues raised in the IDP;
e) Explore the potential for Multi-Purpose Community Centres (MPCC) that are one-stop information and service centres; 
f) Address transport and road infrastructural issues to improve access to, and from, markets and general market-related facilities;
g) Initiate the establishment of Drop-In centres and possibly include local community members in the awareness campaigns;
h) Establish facilities and training for local community members to conduct counselling sessions or bereavement programmes particularly for children. 
INTRODUCTION

1. The Department of Social Development has an interest in maximizing its contribution towards programmes that drive social welfare and income generation in the 21 nodes that make up the Integrated Sustainable Rural Development Programme and the Urban Renewal Programme (URP). Thus, socio-economic and demographic baseline studies have been commissioned in these nodes with the view to understanding the current state of services being delivered by DSD, finding ways of enhancing the service delivery process and creation of economic opportunities within the 21 nodes because of the abject poverty experienced by communities residing in them.
2. The Batho Pele principle adopted by government challenges its departments to put people first. The ISRDP and URP aim to bring about social and economic upliftment through the initiation of clustered anchor projects addressing social needs, with the view to then, alongside other government structures and agencies such as IDT, create economically viable opportunities for the vulnerable to access. These projects form part of the Flagship Programme: ‘Development Programmes for Unemployed Women with Children under Five Years’ (South Africa Yearbook 2005-2006; 548) that prioritises social-development services and economic empowerment for women.
3. The report offers an analysis of the Zululand node, which falls under the ISRDP, sourced from data collected from rural Zululand on perceptions of poverty and well-being. 
Background to the area
4. The Zululand node is situated in North-Eastern KwaZulu-Natal in the Zululand District Municipality. There are five constituent local municipalities, namely eDumbe, uPhongolo, Abaqulusi, Ulundi and Nongoma. The population is spread almost evenly throughout. The node has a total surface area of approximately 13,566km2. The node comprises five local municipalities. The study has been focused in rural areas where specific DSD Projects have been identified. These include Nongoma under the Nongoma Local Municipality, uPongola under the uPhongolo Local Municipality and kwaCeza under the Ulundi Local Municipality. According to the 2006/2007 IDP, the Zululand District Municipality has a population of 964,000 (2005) and the settlement pattern indicates that 65% of it’s population reside in rural villages away from the main road network. (Zululand District Municipality IDP 2006/2007: 5). The main economic sectors are government services, agriculture and forestry, and wholesale and retail trade.
5. Zululand District Municipality has a rich history and is home to the Zulu Monarchy. There are several Royal Palaces in the Nongoma area. The deep sense of Zulu culture has seen Nongoma, and particularly the Enyokeni Royal Residence, draw thousands of Zulu maidens and tourists who attend the annual Reed Dance every September. Tourism is seen in the IDP of ZDM as one of the 3 legs on which the Spatial Development Framework is built; the others include physical infrastructure development and agricultural development. (Zululand District Municipality Integrated Development Plan 2006/2007: viii) 
6. During the apartheid era, Ulundi served as the capital of the Kwa-Zulu Government (KZG) which was the heart of the former homeland under the leadership of Dr. Mangosuthu Buthelezi. Although Ulundi is no longer the capital of the KwaZulu-Natal Province, it still houses regional government departments and parliamentary sessions are still held there from time to time. The closing of the mining industry and the transferring of the provincial capitol to Pietermaritzburg has drained the city of Ulundi of it’s vibrancy and economically, those who worked in the mining sector are suffering. In general those residing in the Zululand node live below the poverty line. This abject poverty has resulted in Zululand being identified as one of the poverty pockets earmarked for social and economic upliftment through the ISRDP.
7. In 2001 the total population was 804,451 people, with 82.3% living in rural areas. The male to female ratio was 46:54. More than half (56%) of those living in the node are younger than 20. Slightly more than a third of the population (37.1%) were in the traditionally economically productive age bracket (20 to 60 years of age) in 2001. In the same year the unemployment rate was 70.3% compared with the national average of 48.2%.
Methodology
8. The purpose of the qualitative baseline research was to gather qualitative information about DSD activities in the nodes. A standard methodology was adopted for all nodes, with some variation depending on circumstances.

9. Originally the plan was to gather information about UNFPA Country Programme and PRP projects after the baseline research. However, it was felt that this would shorten the period during which action plans for improved performance could take effect and be monitored. Therefore the project data was collected during the baseline research period. Four weeks were assigned to this task.

10. Various preparatory activities were carried out at various levels to ensure the success of the intensive baseline research process in the node. Key was a meeting organised by DSD at provincial level and attended by DSD nodal managers and other DSD staff in the node. At this meeting nodal staff members were requested to make various appointments for the research team.

11. Even the smallest nodes contained plenty of variety in livelihoods and standards of living. It was not feasible to aim to develop a fully representative picture of the variety from the very limited research. But with the community livelihood analysis processes that were undertaken, the aim was to be as representative as possible. There was an attempt to undertake one analysis with a community in or near the main town of the node, for example, and another in a more remote and completely rural location. In urban nodes, one analysis was done in a middle income area and another in a very poor neighbourhood. The number of analyses undertaken in a node was dependent on local conditions and on the time and resources available.

12. With this in mind, researchers identified potential areas to carry out the community livelihood analysis that they felt were representative of the node. In their first meeting with the nodal staff they presented these suggestions and the nodal staff confirmed or altered the selection.

13. In a similar way, community vulnerability analyses were dependent on local circumstances, but researchers’ aimed to meet representative groups of vulnerable people as officially defined (youth, the elderly, women and the disabled) as well as groups of people defined in the general community livelihood analysis as vulnerable – single mothers, perhaps, or those with no fields or livestock.

14. The following tools were part of the methodological kit that researchers used: well-being ranking and social group identification, where participants identified appropriate and significant vulnerable groups; timelines that included the elderly and the youth; and Venn diagrams to analyse services and service providers. Groups of people identified as vulnerable then participated in category-specific focus groups. The research teams also met separately with service providers, project beneficiaries and non-beneficiaries. A reportback and closing workshop - at which a draft report was presented for amendment and verification - wound up the research phase of the first evaluation. 

15. The Zululand dynamic was one that proved to be very difficult to work with and work around. Having been involved in the project after its initial introduction and launch, the process of gaining buy-in from the nodal manager and access to the area and the projects was not without difficulties. The feeling was that the area was over-researched and that a study that was too academic would not serve any purpose at regional level. Many initial attempts to hold meetings were unsuccessful. This contributed to the project starting a few weeks later than initially scheduled and created new scheduling problems. 
16. Distance between the projects and time constraints, peppered with appointments not kept by communities for a number of reasons, proved to be very difficult for all the project tools to be worked through thoroughly. When tools were not time efficient, it was imperative to try and carry out some of the data collection processes and workshops in two simultaneous sessions rather than following the methodology sequentially.
Process carried out
17. At the initial introduction phases of the research programme, not enough focus was placed on ensuring that the DSD Regional Nodal Managers were bought into the programme. Certain miscommunications at the Provincial launch phases saw researchers in various nodes leaving the programme. Those taking on the programme from that point on, started one step behind and were faced with the added challenge of not having the buy-in of some of the Nodal Managers.
18. The KwaZulu-Natal rural areas are notorious for being difficult to access without following certain institutional and cultural channels and processes. The all important buy-in made it imperative to spend a lot of time finding the relevant DSD, Municipal, Tribal and community representatives and introducing the research programmes to them. 
19. The process of gathering community and project members was not easy. Several times, bad weather meant that meetings were cancelled as some headmen still conduct community meetings under trees and do not have a sheltered or roofed venue for meeting purposes. The collection of data will continue into the support process and data gaps will be closed as the process continues.
 2A LIVELIHOODS PROFILES IN THE ZULULAND ISRDP NODE
Introduction

20. This chapter profiles the livelihoods of three communities sampled in the Zululand Node, namely Ceza, Nongoma and Pongola.  There is no reporting on urban areas in this node as all three communities are rural settlements. In particular, the chapter looks at the livelihood strategies employed by vulnerable groups that were identified during the research process conducted in the area. The following sections describe the trends and characteristics, strengths and weaknesses as well as threats and opportunities faced by representatives of selected vulnerable groups and the different livelihood strategies they use to supplement household incomes.  The chapter also includes sections listing the various projects and services supported by the Department of Social Development available to vulnerable groups, identifies gaps in service delivery and makes recommendations regarding plugging these gaps.

How do people see poverty and development and the causes of poverty 

21. The groups interviewed in the Zululand node view poverty as the inability to provide for family and dependents. Most of the community members spoken to felt that they were economically poor and that social assistance is inadequate to see households through this period of social and economic transition and uncertainty. Closing of industries such as coal mining has had a detrimental impact on the Ceza, Nongoma and Pongola communities. There is a general perception that there are no longer jobs available. People feel that they have been thrown back on their own resources and income is limited to small scale businesses, for which there is inadequate information and support in place to make them viable and sustainable ventures. Groups were not aware that there are programmes in place to register co-operatives and access funding and that there are learnerships for youth who would not otherwise be able to afford a tertiary education.   

22. Development is seen by and large as investment in community infrastructure. Tarred roads, electricity and sanitation are problems in the rural areas of the Zululand node and have political connotations – e.g., some councillors are seen to assist the process of development whilst others block the processes. The Tribal Authorities are seen as structures that should be driving development.  Where relationships are good with the authorities, development takes place.

23. The following tables provide greater detail on the sampled community perceptions of development and their identified gaps in service delivery. The projects investigated in this study were based in rural areas within the local municipalities of Ulundi (kwaCeza), Nongoma and Phongola.  No projects in urban communities were identified for the study.  There will therefore, be no comparison between rural and urban community responses 
Community analyses of the Zululand Rural Node
24. Well-being exercises were conducted to gain an insight into the communities’ perceptions of the different types of well-being rankings. Groups looked at what type of employment or situation renders one well-off or very poor. Interestingly, when asked if anyone in the community was very rich, there was not a single positive response.
	Well-being level
	Characteristics and trends

	Well-off
	The residents of Nongoma who fall into the category of being well-off are generally shop owners and government employees. They tend to own more than one car and have a number of buildings on their premises. They have access to electricity and water. Government employees have permanent, salaried posts with benefits.

	Quite well-off
	Nongoma residents considered to be quite well-off are involved in agriculture - e.g., sugar cane farmers and livestock farmers. They usually earn an income from their produce and own a car. Contracted teachers are considered quite well-off in that they are salaried and have benefits but they do not have secure posts. They are able to own homes, livestock and often have a car. Their homes tend to have electricity and tank water. Others in this category were those who are in polygamous marriages who are capable of providing for large families and several wives. These wives generally work at home and tend subsistence crops. 

	Poor
	Amongst those seen as poor in Nongoma are pensioners who although they receive a monthly payout, often have to support unemployed family members. Widows are also seen as poor as they often have no independent sources of income but need to become the breadwinner and support the family left behind. In addition to household responsibilities they need to seek out income generating opportunities in circumstances devoid of many opportunities. If left destitute, they become totally dependent on their immediate or extended family.

	Very poor
	Residents who are considered very poor in Nongoma are orphans or orphans with grandparents, the aged with no identity documents as well as HIV and AIDS sufferers. This category of people range in age from the very young to the elderly, are dependent on others for their livelihood and invariably have compromised health. Orphans with no guardians depend on social workers to assist them with applying for grants and neighbours to assist with meals and clothes until they can access grants and take care of themselves. Grandparents tend to take on guardianship of orphaned relatives and eke out an existence on their pensions. Processing of social grants and pensions is often a lengthy and tedious bureaucratic process, one which throws individuals onto the mercy of kind neighbours and relatives who are already under-resourced and financially stretched to provide for themselves.  The living quarters of these households tend to be very rudimentary mud huts with no running water or electricity.  


Table 1: Levels, characteristics and trends of well-being as perceived by the community at eMatheni Reserve, Nongoma
	Well-being level
	Characteristics and trends

	Well-off
	Government workers and the business man who owns a supermarket and who generally have more than one car. They have brick houses although they may have extra houses on the property that are most often made of natural resources such as mud and thatching- particularly the kitchen. They have electricity and a cell phone and may have running water installed in the home.

	Quite well-off
	Teachers and Nurses and the youth receiving a stipend for services rendered for government such as home-based care (HBC) trainers and community development workers (CDWs). The teachers and nurses earn a salary and are able to build a brick house. Most have electricity installed in their homes, and possess televisions. However, these often work on a generator as connecting and running appliances tends to be expensive. 

	Poor
	Pensioners supporting the unemployed, retrenched men and young widowed women represent part of the community who are poor. They range in age; often they have a home that is basic and that is constructed from natural resources. They don’t have electricity or running water in the home.

	Very poor
	The sick who are unable to work or physically assist in projects and who need to be taken care of by others, are considered very poor. Orphans and the aged are also considered to be very poor. This group stretches across the age spectrum and is largely dependent on someone to assist them, either to be comfortable whilst ill or in getting correct documentation to access social grants. The elderly generally have a household or home-made mud hut but the ill, particularly youth suffering from HIV and AIDS, are largely living in their parents’ home. Generally, they do not have electricity or running water in the home.


Table 2:  Levels, characteristics and trends of well-being as perceived by the community at Ceza

	Well-being level
	Characteristics and trends

	Well-off
	Business owners in particular, as well as farmers.  Farmers have vast land, employ labour and live in a farm house with modern trappings. They can afford a number of luxury cars and earn an excellent income. They are usually men who are middle-aged and who were able to rise out of rural poverty through having been educated and being informed about opportunities.

	Quite well-off
	Residents who are Government employees have certain benefits such as a vehicle and housing allowance. They are able to build brick homes with electricity. They range in age from young adults to those nearing retirement. Another group who are seen to be quite well-off are men with cattle and grazing land.

	Poor
	Retired men, widowed youth and mothers receiving child support grants are perceived by the residents of Pongola as being poor. Some of the men may have homes and a car that has not left the yard for some years as their income is derived from pensions. Widowed youth who stay with in-laws in the same homestead and were stay- at-home mothers until their husband passed away don’t necessarily inherit a lot and the prospects of finding employment in the rural area is unlikely to yield results. Single mothers of all ages who receive child support grants are not perceived as receiving enough to cover the costs of daily living and raising children. 

	Very poor
	Those considered to be very poor included orphan-headed households, but also includes the elderly who are supporting families on their pension (this includes putting food on the table and putting learners through school). Young children and the elderly are left vulnerable to criminals who may want to take advantage of any payouts they receive. Most orphans normally continue to stay in the dwelling they occupied with their parents unless a guardian or neighbour takes them into their home. Some may be evicted if the Headman finds that the parents had fines against them that had not been settled. Often women in community-based organisations (CBOs) report the matter to their organisations to ensure that the children are declared orphans; an application is made for a grant and the schools that the children attend are notified. Neighbours may then also assist with cooking and general housekeeping as an interim solution if the children have no other guardian and are too young to take care of themselves. The elderly usually have a house of mud and no access to running water in the house. They may have infrastructure for electricity but it is not necessarily connected. 


Table 3:  Levels, characteristics and trend of well-being as perceived by the Pongola community 
Comments and analysis
25. What is most evident in the perceptions of the communities is that there is a huge chasm of opportunities between those who have secure income and those who do not.  This is not always indicated through spending on commodities and homes but also in traditional values - e.g., the number of wives or cattle men have.  Certainly, residents are aware that those with greater access to a wider variety of resources and assets are not as vulnerable to gaps in service delivery. Yet, in rural communities, even though access to lucrative sources of livelihood and facilities may be limited, everyone has a home, even if it is constructed of mud and stones.  

26. In the absence of landlines, cellular phones are owned by most households, even though the account is not regularly recharged - e.g., calls can still be received within the airtime window period and the “call back” mechanism is free.

27. It appears that traditional values in a modern context also tend to create enormous tension in the lives of rural communities. For instance, in Zulu culture, it is said that a village raises a child; yet in many communities there are child-headed households, orphaned through the scourge of HIV and AIDS.  Increasingly, households are depending on the state to provide livelihood sustenance, through the provision of social grants and pensions.  Rural areas such as these are rarely seen as places that have a future other than through the running of very small-scale businesses and local schools are seen as inferior by the wealthy, who tend to have their children educated elsewhere.  
	Social Group
	Characteristics and Trends

	Business people
	These are largely shop owners who have many households on a homestead. They have more than one car and are in contact with other areas by means of a landline. They can afford to educate their children in private or public schools in urban areas.

	Employed
	Teachers and government employees have at least one house that is constructed from bricks. They generally have a car, dress well and often provide support to immediate and extended family by educating siblings or sponsoring home improvements to parents’ homes. They too can afford to educate their children in urban schools.

	Self-employed:

Informal traders
	Small business people, such as spaza shop owners, provide supplies for everyday needs such as tinned food, soaps, sweets and a telephone service. Women trade informally by selling prepared food to school children. High School learners buy vetkoek, sweets and chips as the schools do not have feeding schemes.

	Small business
	Co-operatives make construction blocks, and rear animals such as goats and chickens for sale to the local community. There is a mixture of men and women who are for the most part over the age of 35. Phone shop owners operating from container premises provide phone services. Several of these businesses are growing steadily. Some of the youth manage the phone shop and are then able to receive a wage.  There are a number of tavern owners in the Ceza area that operate in the community. They are seen to be male and approximately middle-aged.

	Unemployed
	Those who work in community projects that offer no direct and immediate monetary gain have a seasonal benefit of vegetables that they plant themselves as part of the project to feed orphans. These residents, though unemployed, try to nurture the nutritional needs of children. They are generally mixed in age group and are women. They depend for the most part on various social grants.


Table 4: Main socio-economic groups identified in Ceza Community 
	Social Group
	Characteristics and Trends

	Business people
	Those who own farms rearing livestock to go to market or vegetables that are sold in bulk in the town to food retailers and street vendors. They can afford a lifestyle that is fancy, with a lovely home and opportunities for their child’s education.

	Employed
	Government employees, including nurses and teachers, are able to afford to build a house of bricks or make renovations to an existing homestead. They are more likely to have the buying power to purchase a car. This is however, more prevalent with males rather than females.

	Small business
	The co-operative movement is on the rise in Pongola. Those selling livestock are selling to the local community and but most are not making much profit. They still live in mud houses but are hopeful that in the long run they will be turning over better profits. The residents who are forming co-operatives are generally middle-aged to pensioner age and include both men and women. 

	Self-employed:


	Spaza shop owners are usually women who are middle-aged and who generally stock up goods in their homes and sell to the local community, thus saving themselves a journey into town. 

	Unemployed


	Young mothers, the aged, orphans, those suffering from HIV and AIDS and the disabled depend on social grants that are received monthly. The unskilled youth depend on parents who work, or money that comes from those receiving grants.



Table 5: Main socio-economic groups identified in Pongola Community 
	Social Group
	Characteristics and Trends

	Business people
	Shop owners who are mostly middle-aged and male. Business people have buying power and are able to build homes with electricity, some of which have running water.

	Employed


	Government employees of mixed ages, both male and female, starting from the late 20s to retirement age are seen to be well off. The fact that they have government employment suggests job security, a good salary and the capability to provide for family members.

	Small business
	Those involved in the rearing of livestock and farming are doing so on a small scale. Men are involved in this sector and create a few jobs for other community members.

	Self-employed:

Informal traders
	Women sewing uniforms, making grass mats, beads and clay pots have a talent that unfortunately is unlikely to receive serious exposure to markets as good road networks are far from them. They sell to the local community but are hampered by the community’s extremely limited expendable income. Income earned from informal trade is minimal. In some cases, it acts as additional income, if the women have a partner who already has a small income or if they are supplementing a social grant. Young and old women sell food and snacks at schools. They are able to sustain this despite the general lack of expendable income.

	Unemployed
	The unemployed youth, both male and female, depend on employed family members or those who receive grants. The orphans, elderly and unemployed mothers depend on social grants or people residing with them who are employed.


Table 6: Main socio-economic groups identified in Nongoma Community 

Comments and analysis

28. It is very apparent that there is no shortage of social entrepreneurship in Ceza, Nongoma and Pongola. The projects that are currently running in all three areas were initiated by the community. Although no direct wages are paid to members of the various projects, they continue to work towards making sure that orphans are fed and clothed and that some financial opportunities can be realised People in these areas do not lack the drive and determination to overcome their situation of poverty. During the time that this project was conducted, none of the women who were selling food at schools had expanded their operations. This was not because of a lack of will to do so but rather because they felt they lacked the necessary business acumen to expand and sustain those opportunities that they had grasped. Apparently even interventions from DSD lacked the necessary research, business planning and implementation plans to make such entrepreneurial ventures sustainable.

29. The main problem identified in the respective communities is a lack of information about what business assistance is available for funding co-operative ventures. The youth in particular, carry heavy responsibility for the future of the communities. They feel responsible for controlling levels of crime and making the community feel safe, stopping the spread of HIV and AIDS and dealing with the growing orphan population. Yet the vast majority are unemployed and faced with the frustration of their own limitations because they have so little access to information on how to start a small business and other opportunities available to the youth in the form of national programmes. However, if access to information and training is only available outside the community, then this requires that they leave home and go to urban areas where their trade can be supported and they can earn a living. The majority of the community depend on some form of grant and cannot contribute meaningfully to a business. The areas in which there is a large supermarket is usually an area where there is also a taxi and bus rank, a post office and a clinic. These centralised hubs then begin to draw people because of the services on offer. 
30. Young women resort to volunteerism in the hope that the experience will lead to further opportunities. It is feasible that showing commitment to a cause such as HBC, would go some way towards being included in programmes that pay a stipend such as the Community Health Worker (CHW) programmes. This could serve to alleviate not only the immediate need for money but also the need for information, training and experience.
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Figure 1: Education levels

(Source: Everatt, Smith and Solanki 2006)
31. The education levels in the node are different with large percentage of people having grade 8-12 education. The graphs also confirms that there are small percentage of people having post-matric (1%) and none formal education (21%) in the node. 

Comparison between urban and rural areas
32. All the projects in the Zululand Node were in rural communities. No projects in urban communities were studied therefore no comparison between rural and urban community responses can be made.
Livelihood profiles of vulnerable groups in the Ceza, Nongoma and Pongola communities
33. Vulnerable groups within the sampled rural communities of Ceza were identified as youth and women, while in Nongoma women were the main vulnerable group identified. The Phongola sample. The various assets, strategies, opportunities, constraints and capacities unique to each of these vulnerable groups, according to their perceived strengths and weaknesses, are charted in the following table.
	Vulnerable Group
	Community type
	Strengths
	Weaknesses

	Youth and women (ages 22-65)
	Rural Ceza 
	Youth have matric education.

Youth volunteer for HBC work.

A good working relationship exists between Ceza Hospital and community programmes - e.g., feeding schemes for babies and orphans, and for HIV and AIDS.

Women have sustainable livelihoods skills - e.g., food cultivation.
	Lack of access to information on youth programmes.

Inadequate water supply for agricultural projects.

History of poorly-researched projects incapable of generating income.

Financial uncertainty. 

	Women and one man (Ages 23-70)
	Rural Nongoma
	Women have craft skills for the tourist market, such as beadwork, clay pots, grass mats as well as needlecraft skills.

Women have sustainable livelihoods skills - e.g., food cultivation.

Older women are committed to assisting the needy. Support from the Tribal Chief has opened funding opportunities through DSD and training through DAE.
	Poor road infrastructure reduces access to markets.

Food insecurity owing to seasonal nature of vegetable production.

Small-scale production -e.g., of school uniforms - have not yet been turned into larger income-generating ventures.

	Mixed Men and women
	Rural Pongola
	Women and men have been given infrastructure for a piggery, goat farm, poultry and vegetable production

They have been given stock to start agricultural ventures and register co-operatives

They are committed and continue to participate without any pay except that which they receive for their produce at harvesting time.
DSD has been able to involve DAE at local level to provide training.
	Poor access to water makes vegetable production extremely difficult.

Lack of market research when conceptualising the piggery has meant the piggery is not able to supply the demand on the terms of the end buyer.
Lack of business and financial skills

Lack of monetary income for daily running of households.


Table 7: Strengths/weaknesses of vulnerable groups from the Ceza, Nongoma and Pongola communities
	Location
	Desired outcomes
	Threats
	Opportunities

	Rural
	Gain opportunities of employment

	Lack of job-creating industries and employment opportunities in the area.
	Voluntary work in HBC projects or food garden projects for experience and to show some community commitment 

	
	Further education past the level of Matric
	Lack of funding for further education as tertiary institutions are a distance away.
Lack of information on educational  opportunities.
	Learnership programmes that not only offer theory and practical training but also pay a stipend and offer the opportunity of employment once the programme is complete.


Table 8: Threats and opportunities for unemployed people in the communities
34. The Ceza youth are relatively well educated but lack access to relevant information and programmes that would enable them to initiate their own development and small business projects. The women of Ceza have formed 3 projects, under the name Tholukukhanya, that seeks to alleviate the poverty experienced by children, particularly orphans. The women cultivate fresh seasonal produce and sew uniforms for orphans and children that are eligible for welfare services. The Tribal Authority have granted them access to land and DSD provide funding to cultivate food crops for the needy and themselves. The local DSD field operative provides them with ongoing support.  The greatest challenge to the continued success of the project is lack of easy access to irrigation water and readily cultivatable land by the older women.  Many women are discouraged by the lack of infrastructure to facilitate the irrigation of the more accessible gardens. 
35. The Nongoma community face a similar predicament at their three projects - Nqobuzulu Crèche, the Home Based Care initiatives. The women cultivate vegetables for a feeding scheme for vulnerable children but the seasonal nature of vegetables means that it becomes difficult to provide food all year round. Their primary water source is a tank on site but they lack the necessary infrastructure to replenish their water supply without great difficulty, particularly for the elderly.  It was felt by all groups interviewed that many of their development problems and attempts at poverty alleviation would go a long way towards being solved with better availability to a consistent supply of water.  
36. For the moment the women of Nongoma appear to be concentrating their energies on food production for the vulnerable sectors of the community. They also do have craft skills such as beading, pottery, needlework and grass mat production that could be a source of income for a properly conceptualised and co-ordinated future tourism project. It is unfortunate that these women are located in an area where they are far from the tarred roads and commercial infrastructure, which would allow them to better communicate with the tourism sector and to tourists about the type of curios they have on offer. The result is that they are then restricted to selling items that are functional to local community. On the other hand, it seems the project for the orphans, even if not income-generating, offers more gratification
Factors that make households and communities vulnerable

37. This section provides an overview of the contextual background for the different causes of vulnerability for the Ceza, Nongoma and Pongola communities. It also seeks to identify institutional, environmental, political, and social factors that provide a link with vulnerability in these areas. 

	Who are the vulnerable groups?
	Where do they live?
	Causes of vulnerability
	Background/ wider context/ related issues

	Ceza, Nongoma and Pongola Communities 

	Women
	Ceza, Nongoma and Pongola
	Unsustainable income generation 

No job opportunities in the rural areas
Dependent on a breadwinner or social grant which does not adequately cover household needs
	Women in this area are largely unemployed and are at home looking after children
There are not many job opportunities in the area and homes need to be maintained
Women work in community projects hoping that these will be a stepping stone or they will eventually create a steady income. This has not yet happened so there is the threat of having invested time and energy into something that has not worked

	The Aged
	Ceza, Nongoma and Pongola
	The aged are vulnerable to exploitation from family that they must support

They rely on old-aged pension

There is not enough money for all the household needs and the care of orphaned children that have a grandparent

The aged are soft targets for criminals
	The aged depend on the pension payout but the pay-points are often far away and it is difficult for old people to get there

Their families often depend on the pension pay-out for all household needs
Within projects, the aged are very trusting of family in drawing project funds 

	Unemployed, young widowed mothers
	Ceza, Nongoma and Pongola
	Loss of the primary breadwinner
Lack of opportunities of employment
Become dependent on extended family and open to be at the mercy of the head of the household 
	These women find themselves dependent on social grants or on the mercy of those in charge of the main household
They have little access to information on business
They have little chance of finding employment where they can still be near their children
If they are in their husband’s home, they are soft targets for criminals

	Youth
	Ceza, Nongoma and Pongola
	Lack of finance for tertiary education
Lack of information on SRH
Lack of employment opportunities
Lack of information on opportunities for youth
Distance of service providers offering information on small business opportunities
The temptation to do crime
The temptation to consume alcohol and or drugs
HIV and AIDS
Dependency on social grants
	There are no tertiary facilities close to this community; one would require money for transport or accommodation to access such an opportunity

The available options of learnerships are far from Ceza and information is not readily available

The only place providing information on HIV and AIDS is the clinic; there are no youth programmes for HIV and AIDS such as loveLife or Lifeline 

The hopelessness of the situation allows youth to excuse their involvement in crime, sex, drugs and alcohol

Young women are guaranteed an income from the social grant for child support

	Orphans
	Ceza, Nongoma and Pongola
	Guardians do not provide the same care as parents would
The social grant funding is channelled towards the general household needs or directly to the desires of the guardian and not the needs of the child necessarily
Child headed households are vulnerable to crime as they are soft targets
Those without birth certificates are not able to access grant funding
	There are no places of safety or orphanages where orphans can be kept under one roof and cared for by qualified guardians

There is the temptation on the side of the guardian to make use of the social grant to cover other household needs

Orphaned children are vulnerable to physical abuse and often do not know that corporal punishment is illegal

If the orphans’ deceased parents had not paid their dues to the tribal authority, the child may not have the right to stay in their home or on the land

	Men
	Ceza, Nongoma and Pongola
	Lack of employment opportunities

Lack of information on small business opportunities

Lack of entrepreneurial spirit, particularly in Pongola

Hopelessness since industries closed down
	


Table 9: Factors that cause vulnerability in Ceza, Nongoma and Pongola

38. The communities of Ceza, Nongoma and Pongola have identified women, the aged, youth, orphans and men as vulnerable groups. There is a lack of many of the services offered in peri-urban and urban areas. Access to education, good roads, water and sanitation, markets and income-generating opportunities is minimal.
39. Pongola is closer to a town that Nongoma and Ceza, but the lack of information on business and business systems keeps the Bambanani Food Production Project from growing.
40. Communities in Ceza, Pongola and Nongoma have seen very few people make the transition from one well-being category to another. In Ceza, Mrs. Mbatha went from being poor to working for the Ceza Hospital. She began as a volunteer and applied herself and rallied women together to try and address the increasing number of deaths attributed to HIV and AIDS. Her work was recognised by the Ceza Hospital and she was able, based on HBC and first aid training and practical experience, to find employment that offered her benefits and a better lifestyle.
41. The youth and men have no hope that there will ever be employment opportunities. They are dependent on the social grants of family members and this does affect matters of pride and the sense of self worth. 
Livelihood strategies of vulnerable households in the node

42. Not all the communities were covered in terms of their livelihoods strategies. These will be completed as part of the support process.

	Vulnerable Group
	Livelihood strategies
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	Ceza

	Unemployed youth
	Social grants for child support
	Piece meal jobs
	Crime
	Alcohol

	Women
	Selling food at schools
	Selling vegetables
	Selling uniforms
	Selling craft, mats, beadwork

	Widowed youth with children
	Social grants for child support
	Selling food at schools
	
	

	Unemployed men
	Social grants
	Piece meal jobs
	Volunteering in projects for food
	

	The aged
	Social grants
	Volunteering in projects for food
	
	


Table 10: Livelihood strategies of vulnerable groups

2B SITUATIONAL ANALYSIS OF DSD SERVICES
Presence of DSD district and sub-district offices, level and type of staff 

18. Information not provided by Epa.

Type as well as frequency of Department of Social Development services rendered

	Service programme
	Categories of intervention
	Description
	Frequency of service available
	Localities offered
	Comments

	Development Implementation Support
	
	
	

	Poverty relief Programme
	Food security
	Clustered PRP Projects
	Monthly monitoring
	Nongoma, Ceza and Pongola
	

	Home community based care
	Provided by clinics and Department of Health
	Educating of HBC givers
	
	
	

	National Food Emergency Scheme
	NFES
	Clustered PRP Projects
	Monthly monitoring
	Nongoma, Ceza and Pongola
	

	Drop-in centres
	
	
	
	
	

	Social Security
	
	
	
	
	

	Social security safety-net
	Social grants
	Provision of social grants to pensioners, disabled, orphaned and poor children
	Monthly
	Tribal Authorities, Welfare Offices and pay-out points in Nongoma, Ceza and Pongola 
	

	Welfare services
	
	
	
	
	

	Services rendered by private welfare organisations 
	Zamimpilo for the Disabled
	Provision of a home and schools for disabled children
	Daily boarding and schooling of learners with mental disabilities
	Ceza
	This is not a DSD intervention and requires a partnership or additional funding

	Services targeting vulnerable groups
	General welfare service of applications for grants
	Provision of access to social grants and checks and balances that need to be completed
	Daily service
	Nongoma, Ceza and Pongola
	


Table 11: Services provided by DSD in the node

19. Information on services provided by DSD, projects under the PPU/UNFPA and information on specific projects must still be verified. Access to relevant officials and information has not been adequate. Cancellation of community meetings and group meetings has hindered the data collection process. Interviews will be held before and during the support process to fill in the gaps in the data.
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Figure 2: Proportion receiving grants, by grant types
(Source: Everatt, Smith and Solanki 2006)
20. The majority of the respondents (66%) in the node receive the Child support grant. There were small notable numbers of respondents receiving War Veterans, Child Dependency grants and Foster Care grants in the node. 31% of the respondents receives Old Age grant which makes it the second grant that is received by most respondents and this confirms the assumption that Old age grant is the main source of income to older persons. The disability grant is third received grant with 22% of the respondents receiving the grant. 
Alignment of DSD services with PGDS, IDP, ICD and LED strategy 

21. Information not provided by Epa.

Working relationship with community, municipal, provincial, national departments 

22. Information not provided by Epa.

Service delivery gaps 

23. One of the gaps identified, particularly by the women in the community, is the lack of crèches and salaried staff to run the facilities.  Such facilities would enhance the women’s income generating potential and give the aged a welcome reprieve from their child care responsibilities. A co-operative agreement between DSD and the Department of Education (DoE) would allow crèches established by DSD to be registered with the DoE and teachers would then be salaried and the standard of education monitored and evaluated. A related gap identified by the older women in the community was for a programme that stimulated their interests outside of their mundane household duties.
24. Insufficient information transfer and skills training are major gaps in service provision identified in the Zululand node and such gaps affect the youth in particular. In addition to skills development common to any project, it is evident that there needs to be a greater emphasis placed on capacity building and on training for relevant financial management, conflict management, marketing as well as book and record keeping skills. Participants do not feel confident enough to continue projects once the DSD funding expires.
25.  The DSD office and pension payouts points are the mostly used services by the respondents which accounts for 75% and 67% respectively. The proportion of people making use of pension payouts points confirms the role that grants are playing in the livelihoods of the majority of the rural population. The Children home, Rehabilitation Centre, Home Community Based Care and Place of safety seem to be less used by the interviewed respondents. This can be due to the lack of service awareness by most of the people.
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Figure 3: Proportion making use of DSD service, by type of service

(Source: Everatt, Smith and Solanki 2006)

Figure 4: Rating different components of DSD service delivery, Zululand 
Source: Everatt, Smith and Solanki 2006
26. A high proportion of respondents to the baseline survey rated quality of DSD services in the node as above average or excellent (figure 4 above). Most respondents were satisfied with cleanliness and access, but lack of staff compassion and helpfulness are areas needing most improvement.

27. A further gap identified was insufficient DSD staff support for projects to guide participants in the development process. Projects are not receiving the required DSD facilitation and intervention to function properly. It should be noted that the intervention of DSD facilitation staff may help to avert the political coups that are often experienced in projects, wherein the functioning of a project is often limited because access to facilities is sometimes used for political gain in communities with scarce resources. 
28. The Zululand District Municipality IDP speaks of a huge gap in access to pension payout points. It is apparent that the gap remains, as pay-out points are still characterised by long queues. There is talk of drawing up agreements to use Tribal Authority premises as additional pay-out points. 

29. The application for grants is an extremely lengthy and tedious process and is bureaucratically inefficient.
30. Income generating projects are vital to stimulating the local economy but in Zululand the perception is that these DSD projects provide a welfare service which does not necessarily lead to sustainable incomes. There is a lack of capacity building for small business and training in financial management.  DED should be involved from the inception of projects aimed at income generation. Linkages with the Department of Agriculture, Department of Trade and Industry (DTI), further education and training (FET) Colleges, Ithala Bank, Corporate Social Responsibility managers and others in the private sector could add value to these projects. 
31. No counselling sessions or bereavement programmes are in place for orphans. These would be best placed in crèches and schools where local community members may be trained and assist school-goers to deal with the trauma of bereavement. 
32. The stark lack of information around Drop-In centres implies that there are none close to these communities. Communities may be aware of the existence of such facilities through a few workshops around safety conducted by DSD fieldworkers but they have no real experience of them. A DSD follow-through with programmes with RHRU and ZDM around GBV and SRH. RHRU has been used to identify sites such as drop-in-centres and clinics that are youth friendly. 

Recommendations for addressing service delivery gaps 

33. Based on the gaps in service delivery listed above, the research team makes the following recommendations regarding addressing service delivery in the Zululand node:
34. Investigate various mechanisms to increase communication and information flow to the various vulnerable sectors of the community - for example, through their participation in projects and in order to address the issue of access to information and training opportunities available to members of the community. 
35. Identify and facilitate relevant training programmes for various sectors of the community, emphasising skills training related to capacity building and training in financial management, conflict management, marketing as well as book and record keeping skills.
36. Emphasise the inclusion and participation of intended beneficiaries in the planning and implementation of activities within each community.
37. Encourage the development of working relationships between DSD and ZDM and setting up private/public partnerships around issues raised in the IDP. To this end, also facilitate involvement by potentially key participating organisations such as the Department of Economic Affairs and Development, the National Development Agency, KZN Gijima (EU funded), IDC, Nafcoc, SEDA and CIPRO’s Co-operative Incentive Scheme - all of whom focus on sustainable livings through local economic development.  
38. Explore the potential in the Zululand node for government initiatives such as Multi-Purpose Community Centres that are one-stop information and service centres and have been put forward as the vehicle for service delivery.  Municipal Infrastructure Grants are available for the establishment of MPCCs.
39. Address transport and road infrastructural issues to improve access to, and from, markets and general market-related facilities.
40. Address staff complement issues by engaging additional community liaison officers dedicated solely to DSD activities within the Zululand node. 
41. Initiate the establishment of Drop-In centres and possibly include local community members in the awareness campaigns.  This would reduce the added burden placed on clinics and hospitals which are currently fulfilling the role of Drop-In centres.
42. Establish facilities and training for local community members to conduct counselling sessions or bereavement programmes particularly for children. 

Khanya-aicdd’s vision is to be a world class Institute making a major contribution to sustainable development in Africa. Our mission is to promote sustainable livelihoods and community-driven development to address poverty in Africa. To do this we work in action-learning processes linking government, communities, civil society and business, providing advice, facilitation, action research, implementation, sharing of experience and training, while drawing from global development thinking.
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		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

14.8

38.8

16.7

43.3

17.8

45.8

17.5

48

17.3

106

17

54.1



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

3.1

71.9

3.8

76.6

1.8

77.8

1.8

77.4

2.2

18.7

2.8

75.3



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

9.3

54.3

7.4

57.7

9.3

54.9

11.7

49.7

7.4

61.4

9.9

49.4



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

16.1

18.3

17

35.6

28

35.1

27.1

35.4

27.8

43

20.9

46.5



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

7

45.7

14.4

54.7

14.5

46.1

14.7

48.8

15.6

54.1

17.4

50



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



1.2

69.4

4.2

69.4

9.4

68.2

10.1

63.3

9.4

55.6

9.4

61.8



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

9.4

39.2

12.7

49.5

18.1

46.4

24.6

42.8

26.1

36.9

23.1

40.6



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

15.7

40.9

15.7

46.2

15.7

47.9

17.4

47

20.5

87.9

22.1

51



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

5.8

74.1

11

76.9

7.7

78.7

7.7

76.5

11.1

36.8

6.7

77.9



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

6.8

54.7

2.6

58.2

6

55.5

11.9

53

17.9

71.1

18.8

50.4



		Access		Access

		Cleanliness		Cleanliness

		Right services		Right services

		Staff helpfulness		Staff helpfulness

		Staff compassion		Staff compassion

		Staff knowledge		Staff knowledge



below avg & poor

above avg & excellent

11.5

56.1

2.3

67.6

2.7

63.3

3.4

60.7

6.9

57.6

5.7

63.3



		





		






