
Strategic objective title Eligible citizens are issued with enabling documents relating to identity and status 

Method of calculation The issuance of the identified percentage of identity documents (first and re-issue) and passports within the identified number of days 
at the end of 2019/20 (actual vs planned is calculated). The 5 year target will be measured against successful compliance with the 
set service standards for each of the products in year 5. The calculation method for each product is described in the APP technical 
indicator sheets.

The targets for green-barcoded identity documents (first issue and re-issue) have been removed from the 2017/18 APP and was 
replaced with a target dealing with the development and implementation of a strategy to discontinue the issuance of green bar-coded 
identity documents. further details are available in Annexure D of the 2017/18 APP.

5 Year target title Full compliance with  service standards set for enabling documents issued to citizens for IDs (1st and re-issue) and  passports (new 
live capture system) by 2019/20

Short definition  and purpose / importance To issue identity documents (1st and re-issue) and passports (new live capture process) within the set service standards with specific 
reference to: 

-  90% of IDs (First issues) issued within 54 working days for applications collected and processed within the RSA (from date of receipt 
of application until ID is scanned at office of application) 
- 95% of IDs (Re-issues) issued within 47 working days for applications collected and processed within the  RSA (from date of reciept 
of application until ID is scanned at office of application)
- 90% of passports (new live capture process) issued within 13 working days. 
(from date of receipt of application until passport is scanned at office of application).

Adherence to set service standards is critical to ensure that clients receive transparent services with a level of predictability in terms 
of the duration required to finalize / issue products. This also shows efficiency in operations. IDs and passports are critical to execute 
basic rights and predictable turnaround times are therefore key.

The issuance of identity documents and passports are demand driven. It is therefore not possible to indicate the number of identity 
documents and passports to be issued per annum. The indicator and targets commit to the set percentage of the total population of 
identity documents and passports received to be issued.

Compliance is defined as the adherence to the set service standard for the issuance of enabling documents. In other words, if the DHA 
issues 90% of IDs (first issue) within 54 working days for applications collected and processed within the RSA (from date of receipt of 
application until the ID is scanned at the office of application), compliance would have been achieved.

Source documentation/information used Identity documents - Information pertaining to the issuance of IDs is extracted from the ID Track & Trace system.

Passports - Information is extracted from the Live Capture sub-system.



Data limitations Identitiy Documents:
The population refers to all ID first and re-issue applications processed, ID documents issued and IDs received by the office of 
application.

Passports:
It should be noted that although the system is operational, there are still technical challenges being experienced which will be 
progressively fixed. All data extracted and tested will have to be carefully scrutinized. Furthermore, an electronic application archive is 
also being planned for implementation with the live capture solution. This electronic archive will eliminate the collection of manual 
application forms from clients. 

As the live capture sub-system is still new, additional data limitations will be identified (where applicable).

The issuance of identity documents and passports are demand driven. It is therefore not possible to indicate the number of identity 
documents and passports to be issued per annum. 

Reporting cycle Quarterly against annual target, annually against 5 year target

Indicator responsibility DDG: Civic Services

Desired performance Achievement of the set target (percentages within identified days for the three identified products) at the end of 2019/20. The 
strategic objective would be regarded as achieved if the DHA has issued (complied with) the identified enabling documets as per set 
service standard in 2019/20.

New indicator: New strategic plan indicator, existing indicator on APP level

Type of indicator: Output (Efficiency)

Calculation type: Non-cumulative for IDs and passports


