Passports Live KPI
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The dapartmam’s sarvice in 1erms of lhs ports (li e) s critical to ensure that our clients receive transparent services with a level of predictability in terms
of the duration required to finalize / issue live capture passports. This is also critical to show efficiency in operations. Delays in issuance of paspsorts may have a detrimental impact
on economic development for the country.

Passport System. The data provides two crilical dates used for the calculation. These dates are (1) branch process complete dale
and (2) date product was received al1he local office. All data is imported into an excel sf t for purp of calculation. The following formula is used for measurement of
each set of dates: =networkingdays(start date, end date,public holidays). Once lated mmary Is created di the total number of applicalions finalized within the 13
working day threshald versus those processed above the threshold. The total number of applicauons processed within the threshold is then compared against the total population
of passports issued in order to deduce a percen working days)

Ilshnu!d be noted !hal alihuugh the system is operahﬂnel there are still techni | challenges e: whir:h will be progressively fixed. All data exiracted and tested will have
to be Il Fi an electronic application archive is also being planned I'or implementation with the live capture solution. This electronic archive will
eliminate the collechun of manual application forms from clients. The electronic archive will have to be thoroughly tested over the first year before quality (or quantity) can be
guaranteed.

All applications cullecled through the live caplure systems have a creation date. This creation date is not used for calculation of the performance. The reason for this is that e-
are leted online by :Ilents and paymentdone as well. However, once the application is created and payment is made, the client/s mu still visit a bank or
Home Affairs office to submit fingerp and si (where applicable). There is a time lag between the time of crealing applications on e-channel and the

custumer arriving al a bank or office. Hence, the branch uses the "branch process complete” date instead of the "creation date” for t. The same applies for
offices. If a client is mid way with an application at the front offices and it s determined that supporfing ion is not adequate or available, the applicalion will be pended

and anly one return of the client to the office will the applicatoin be finalized. The branch measurement (from "branch process complele date”) therefore eliminates delayed
ions thal are not within the control of DHA.
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3. Activities/steps that qoes info reporting af business level?: : ¥ S
1) Monthly data extraction (or collection) and analysis by the Business Inlalllgence Un}t

2) Monthly repart signed-off by the Director: Births, Marriages & Deaths

3) Collection and consolidation of monthly evidence by the CS Support.

4) Quarterly reporting to the Departmental Perf Review (Reports submitted to Directorate M&E as part of quality assurance for quarterly reviews).

5) Annual reporting in the annual report.
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