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executive�SuMMary

TheMinistryofHomeAffairsandImmigration(MHAI)in
Namibiahassoleresponsibilityforimplementingandmanag-
ingmigrationpolicyandlegislation;theregistrationofbirths,
deathsandmarriages;andtheissuingofidentitydocuments,

passportsandemergencytraveldocuments.TheMinistryalsomanages
visaandpermanentandtemporaryresidenceapplicationsandapproves
workpermits.

In2005,theSouthernAfricanMigrationProject(SAMP)wasasked
bytheMinistrytoconductasystematicsurveyofthequalityofserv-
icesofferedtocitizensandnon-citizens(theServicesQualitySurveyor
SQS).ThemainobjectivesoftheSQSwereasfollows:

• Tocomparetheopinionsofofficialsaboutthelevelandqualityof
serviceswiththoseoftheclientsreceivingtheseservices;

• Toidentifythetypeofproblemsanddelaysthatoccurinthe
deliveryofservicesinNamibiaandwhytheyoccur;

• Todeterminetheextenttowhichthelevelandqualityofservices
providedmeettheexpectationsofclients;

• Todevelopasetofrecommendationstoimprovetheleveland
qualityofservicedelivery.

TheSQSinterviewedatotalnumberof��3officialsand322clients.
Separatestructuredquestionnaireswereadministeredtoofficialsand
clients.Theinterviewswiththeofficialsconcentratedontheirfamiliarity
withpublicserviceregulations,jobsatisfaction,knowledgeofgrievance
anddisciplinaryprocedures,informationontheMHAIandattitudes
towardsthereportingofmisconduct.Thequestionnairefortheclients
focusedontheirknowledgeofthefunctionsoftheMHAI,thequality
ofservicesandtheirexperiencesaccessingtheseservices.Interviewsites
includedregionaloffices,landbordersandthemajorinternationalair-
port.Fourresearchteamscoverednineofthe�3regionsinthecountry.

ThemajorfindingsoftheSQSinrelationtothejobsatisfactionof
Ministryemployeesareasfollows:

• Officialsareclearlybetterinformedthanclientsabouttherole,
functionsandrangeofservicesofferedbytheMinistry.Levelsof
familiaritywithcoreserviceswererelativelyhighinbothcases,
thoughitissurprisingthatnotallofficialsknewaboutthefull
rangeofresponsibilitiesoftheMHAI.Onlyabouthalfoftheoffi-
cialsand30%ofitsclientsseemedtoknowabouttheMinistry’s
roleingrantingNamibiancitizenship.Otherresponsibilitiesabout
whichclientsknewverylittleincludedregisteringmarriages,
deportingundocumentedmigrantsorprocessingrefugeeapplica-
tions.LessthanathirdoftheofficialsknewabouttheMinistry’s
roleintherefugeeprotectionprocess.
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• Ministryofficialsdonothavesufficientknowledgeofthekey
piecesoflegislationgoverningtheirMinistry:thePublicService
Act�3of�995(athirdwereunfamiliarwiththislegislation);the
ImmigrationAct7of�993(again,athirdwereunfamiliar)and
theRefugeesAct2of�999(two-thirdsunfamiliar).Although
twothirdsoftheofficialssaidtheywereacquaintedwiththe
PublicServiceAct,theSQSshowedthattheywerenotconver-
santwithmanyofitsbasicserviceprinciples.

• TheSQSquestionedofficialsabouttheirfamiliaritywiththe
MHAI’sStrategicPlan,TransformationUnit,ITPlanand
EmploymentEquityPlan.Onlytwothirds(64%)wereawareof
theStrategicPlan.Asmallerproportionwasawareoftheother
structures.Just36%saidthattheMinistryhadanemployment
equityplanandonly30%wereawareoftheTransformationUnit
(30%).

• Nearly60%oftheofficialshadnotattendedanytrainingpro-
grammesorworkshopstolearnaboutthelawsandregulations
governingthePublicServiceand/ortheMinistry.Ofthetrained
officials,96%statedthatthetrainingwasuseful/veryusefulin
helpingthemperformtheirduties.

• LevelsofjobsatisfactionamongstMinistryemployeesarerela-
tivelyhigh.Atthesametime,manyofficialswereskeptical
aboutthefairnessofdecisionsconcerningpromotionsandsalary
increases.Nearly60%feltthattheywereunfairandhadnothing
todowithrulesandguidelines.Manyofficialswerealsoskeptical
abouttheircareerpathintheMHIA.While56%saidthatthey
hadastrongcareerpath,39%disagreed.

• Dissatisfactionwithremunerationwasthemostcitedimpediment
toeffectivejobperformance(mentionedby60%ofofficials).
Otherfrequently-citedcomplaintsincludedworkoverload(49%),
poorworkingenvironment(4�%),notenoughcomputers(39%),
poormanagement(38%),notenoughequipment/stationery
(35%)andlittleornocareermobility(33%).Redtape,gender
andracialdiscriminationwerenotseenasseriousobstacles(4%,
6%and9%respectively).

Thisreportalsoexaminesclientperceptionsofservicequalityoffered
bytheMinistryandcomparedthesewiththeperceptionsofofficials.The
majorfindingsareasfollows:

• Overall,theMinistryisseenasbeingmoreefficientthanitwas
duringtheapartheidera.Aroundhalfstronglyapprovedofthe
waytheMHAIhadperformeditsmandateinthepreviousyear
butasmanyasathirddisapprovedoftheperformanceofthe
Ministry.
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• Two-thirdsoftheclientswerehappyorsatisfiedwiththelevel
ofservicetheyreceivedattheofficeonthedayoftheinterview.
Moredetailedanalysisshowedthattheselevelsofsatisfaction
extendedtoawholevarietyoffactorsincludingofficeinfrastruc-
ture,qualityandefficiencyofservice,andpersonalinteractions
withMHAIofficials.Someelements–particularlythecostof
servicesandthewaittimesfordocumentation–wereseenas
moreproblematic.Ingeneral,thereisarelativelyconsistentpat-
ternwithtwo-thirdsofclientshappyandathirdunhappywith
MHAIperformance.

• Officialsclearlyhaveabetterperceptionofthequalityofservice
offeredbythemandtheircolleaguesthandoclients.Onmost
measuresofservicequalityofficialsgavehigherscoresthantheir
clients.Thedifferencewasparticularlymarkedwithregardtothe
demeanorandhelpfulnessofofficialsthemselves.

• Overall,bothclientsandofficialsdisplayedconsiderabledisap-
provalofbehaviourthatcouldbeviewedasinappropriate,dis-
criminatoryorcorrupt.Officialsconsistentlyrankedsuchbehav-
iourasmoredeservingofpunishmentthanclients,exceptonthe
issueofacceptanceofa“gift”inrecognitionofgoodworkfora
servicealreadyrendered.Themajorityinbothgroupsfeltthis
wasanacceptableresponsetogoodservice.

• Whilethereisawidespreadmediaandpublicperceptionthat
MHIAofficialsarecorrupt,fewoftheclientsinterviewedinthis
studysaidtheyhadfirst-handexperienceofcorruption.Theover-
whelmingmajority(90%)saidtheyhadneverbeenputinsuch
aposition.Theremaining�0%whohadbeeninvolvedinsuch
amisdemeanorhadpaidabribetoobtainatraveldocument,to
avoidpunishmentforoverstayingvisa,toavoiddeportationor
repatriation,toobtainaworkpermit,obtainaresidencepermit
ortoattainrefugeestatus.

• Incontrasttotheclients,amajorityofofficials(7�%)reported
thattheyhadwitnessedabribebeingpaidorsolicitedduringthe
yearpriortothesurvey.Atthesametime,mostofficials(8�%)
wereadamantthattheyhadnotpersonallyacceptedabribe.A
fewofficialsreportedthattheyhadbeensilencedbytheirsuperi-
orsconcerningthereportingofinappropriateorillegalactivities
and5%claimedthattheyhadbeenaskedbytheirsuperiorsto
participateinillegalactivities.Ingeneral,therefore,thereseems
tobeamajorgapbetweenpublicperceptionsandactuallevelsof
corruption.However,itispossiblethatneitherclientsnorofficials
werecompletelyhonestaboutthishighlysensitiveissue.

TheresultsoftheSQSinNamibialeadsSAMPtomakethefollowing
recommendations:



the�Quality�of�iMMigration�and�citizenShiP�ServiceS�in�naMibia

4

k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k

• Onmostmeasures,two-thirdsofclientsweresatisfiedwiththe
levelofserviceprovided.Thismeansthatthereisstillroomfor
improvement.Anygovernmentministry,particularlyonewhose
primaryroleiscustomerservice,shouldstrivetoachievetotal
satisfaction.Whilecustomerdissatisfactionwithserviceswas
muchlowerthanexpected,therewasmoregeneralconcernwith
certainkeyissuessuchasthephysicalinfrastructureatsome
officesandthedelaysexperiencedbyclientsingettingdocumen-
tation.Theseconcernsrequireimmediateattention;

• Officialsandclientshavedifferentopinionsabouttheleveland
qualityofserviceofferedbytheMHAI.Officialsclearlyhave
amorepositiveviewthandoclientsofthemselvesandtheir
Ministry.Thisneedstobebroughttotheattentionofallofficials.
Itiscriticalthatemployeesoftheserviceknowthattheirclients
donotthinkashighlyoftheMHIAastheydo.Otherwisecom-
placencyislikelytosetin.

• Itisencouragingthatthemajorityofclientswererelativelysatis-
fiedwiththelevelofpersonalservicetheyreceivedfromindi-
vidualemployeesoftheMinistry.Thissuggeststhatthereisa
goodserviceethicamongstemployees.Ontheotherhand,itis
importanttoaddresstheconcernsofthoseclientswhoremain
dissatisfiedwiththelevelofpersonalservice.

• Thereisclearlyamajorgapbetweenpublicperceptionsandthose
oftheseclientsandofficialsonissuesofintegrity,misconductand
corruption.Thereasonsforthisgapneedtobeaddressed.Aserv-
iceministryshouldnothavethetaintofanykindofscandalor
corruptionattachedtoit.Onehypothesisfromthisstudymight
bethattheMinistryisbeingunfairlytargetedbythemediaand
perhapsblowingisolatedcasesofcorruptionoutofallpropor-
tion.Theonlyotherexplanationisthatthemediaandpublicare
correctandthattheseSQSinformantswerenotentirelyhonest
intheiranswers.TheMHIAneedstohavestructuresandproce-
duresinplacetotransparentlyandeffectivelydealwithallcases
ofwrong-doing;tofacilitateidentificationbyofficialsofcorrupt
practiceswithoutfearofreprisal;toencouragethepublictocom-
plainandtodealeffectivelywithsuchcomplaints.

• Officialknowledgeandawarenessofthelegislationwhichgov-
ernstheirownMinistryandtheinternalroles,regulationsand
proceduresoftheMinistryispoor.Thereisanobviousneedfor
moretrainingofofficialsalongthelinesoftheProgrammein
InternationalMigrationLawandManagementInternational
institutedbySAMPinpartnershipwithWitsUniversity.This
coursecouldbeofferedinNamibiatomanyofficialsatreasonable
cost.
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• Clientsarenotwellinformedabouttherangeofservicesoffered
byMHAI.Educationcouldbeprovidedinanumberofways;for
example,throughnewspapers,radio,postersandleaflets.Inaddi-
tion,clientsarenotinformedabouttheworkofthedepartments
withintheMinistry.Noannualreportispublishedandcirculated
toclientstoinformthemhowresourcesareusedandhowmuch
servicescost,ortoprovideinformationonstaffingissues,equip-
mentdelivery,servicesandsoon.Thereportshouldalsoinclude
howwellthedepartmentsareperforming,andwhetherthe
Ministryhaskepttoitsundertakingswithinestablishedtimelines.
Currentnegativemediareportingonthedeliveryofservicesmay
improveiftheMinistryimplementsstrategiestoinformthepublic
morevigorouslyoftheservicesofferedandtherightsofclientsto
accesstheseservices.Inotherwords,theMinistryhastobemore
proactiveinorderforittoreviveitsreputationinthemedia.
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introduction

Namibia,likemanyothercountriesintheSADCregion,is
experiencingamajorshiftininternalandinternational
migrationpatternstoandfromthecountry.�Themanage-
mentofthesemovementsisposingparticularchallengesand

problems.Thegovernmentministryresponsibleformanagement(the
MinistryofHomeAffairsandImmigration(MHAI))hassoleresponsi-
bilityforimplementingandmanagingmigrationpolicyandlegislation.
TheMinistryalsomanagesvisaandpermanentandtemporaryresidence
applicationsandapprovesworkpermits.Atthesametime,theMinistry
providesarangeofservicesforNamibiancitizensandotherlegalresi-
dents:theregistrationofbirths,deathsandmarriages;andtheissuingof
identitydocuments,passportsandemergencytraveldocuments

TheMHAIhastheunfortunatereputationinNamibiaofbeingone
ofthemostinefficientministriesinthecountry(BoxOne).Atthebegin-
ningof2005aParliamentaryStandingCommitteewasappointedtolook
intotheoperationoftheMinistry.Theinvestigationhasledtonumer-
ousactionsbytheMinistrytotryandimproveservices.Theseincluded
enhancingaccessibilitytoservicesbycreatingmobileteamsthatwere
sentthroughoutthecountrytoruralcommunities.Waitingtimesfor
IDandpassportissuewerealsoimproved.Othereffortsincludedfull
implementationoftheImmigrationControlAct,afullycomputerized
passportsystemandthecomputerizationofotherservices.TheMHAI
committeditselftoconstantlyreviewingdeliveryprocessesandadopting
neededchanges,toapolicypromotingzerotoleranceofcorruptionand
toachievingareliableandeffectivehumanresourcemanagementsystem.

TheSouthernAfricanMigrationProject(SAMP)wasaskedbythe
Ministrytoconductasystematicsurveyofthequalityofservicesoffered
tocitizensandnon-citizens(theServicesQualitySurveyorSQS).The
mainobjectivesoftheSQSwereasfollows:

• Tocomparetheopinionsofofficialsaboutthelevelandqualityof
serviceswiththoseoftheclientsreceivingtheseservices;

• Toidentifythetypeofproblemsanddelaysthatoccurinthe
deliveryofservicesinNamibiaandwhytheyoccur;

• Todeterminetheextenttowhichthelevelandqualityofservices
providedmeettheexpectationsofclients;

• Todevelopasetofrecommendationstoimprovetheleveland
qualityofservicedelivery.

TheMinistrycooperatedintheimplementationoftheSQSbutthe
projectitselfwasanindependently-fundedandobjectivesurvey.
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  Box One: Border Posts in a Mess

The offices of customs and immigration officials at several
Namibian border posts are chronically understaffed and dirty,
while personnel often lack sufficient training and do not have
theequipmenttodotheirwork,anewreportreveals.Thescan-
ning machine for luggage at the Hosea Kutako International
Airport has been out of order since the year 2000, while the
computer system for immigrationofficialshasbeendownsince
2004. DTA Chairman Johan de Waal tabled the latest report
oftheparliamentarystandingcommitteeonpublicaccounts in
theNationalAssemblyattheendoflastweek.Thereportwas
draftedafterarecentvisitbycommitteememberstotheborder
posts at Ariamsvlei, Buitepos, Mohembo and customs offices
atRundu.For thepast six years, luggageat theHoseaKutako
InternationalAirporthaspasseddirectlyfromaeroplanestothe
conveyorbeltwithoutbeingscannedbecausethescannerbroke
down.“Theofficialsdowhattheyrefertoasprofilingtodeter-
minewhichluggage[needs]tobephysicallyinspectedandwhich
person[needs]tobesubjectedtoabodysearch,”thereportsaid.
Detainedluggagewasliningthecorridorsoftheairportbuilding
andofficestherewereuntidywhentheMPsvisited.Thereareno
designatedroomsforsearchingluggage.“Thereisasmallroom
meantforbodysearching,butitdoesnothavealockanditsdoor
cannotremainshutunlessheldbyapersonandtheroom’ssur-
veillancecameraisnotfunctioningsince200�”.Nosnifferdogs
arearoundtosearchfordrugs,asthedogsthatwerestationed
therein�998“grewoldanddied”.Theairportshouldhave42
customsandimmigrationofficials,butonly28postswerefilled
whentheparliamentariansvisited.Casesinwhichofficialswere
accused of involvement in fraud or bribery took very long to
finalise,whichprevented theirpositions frombeing filled.The
special software for computers at the immigration desks has
not been functioning since 2004 and officials must share one
outdated handheld scanner. “They were only provided with
onescanner,sotheyhavetopassitfromonedesktothenext.”
Staff complained to the MPs that they last received uniforms
four years ago and had difficulty looking neat and presentable
atNamibia’smaininternationalairport.Allcustoms,exciseand
immigrationofficials live inWindhoekandarebussed towork
and back, but they complained that the Government shuttle
was ratherunreliableand late to return themhome.Only two
staff members are stationed at the airport’s cargo section, too
few to inspect thevolumesof cargo.At theAriamsvleiborder
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post, the committee members found that offices were “filthy”
andnotcleaned forweeks,creatingabad impressionwith for-
eigners entering Namibia. A toilet meant for immigration and
Policeofficershasbeenoutofordersincetheyear2000andits
ceiling is falling down. Four of the �5 staff members have not
receivedanytrainingsincetheyjoinedthedirectorateofcustoms
andexcisein2004.Theyweresupposedtoundergotrainingin
2005,but thenall trainingprogrammeswereputonhold“due
toa lackof funds”.Theborderpostdoesnotevenhaveasafe
tokeepmoney in.TheonlyequipmentavailableatAriamsvlei
forcargo inspection isonepairofgloves,aboltcutter,a torch
andahelmet.Despite regulations thatat least fivepercentof
allcargoshouldbeinspected,thelackofascanningmachine,a
ladderandevenaforkliftmakesthisimpossible.Onlyfiveoffic-
ersareworkingpershiftofeighthours,buttheycomplainedto
thevisitingparliamentarycommitteethattheywereoverworked
and said at least nine to ten officials should be working per
shift.AsimilarcomplaintwasraisedatBuiteposontheborder
withBotswana,whereonly�8officersarestationed.Amarried
couplewithchildrenmustliveinabachelor’sflat,buttwosingle
colleagues share a family unit. The staff told the MPs that no
medicalfacilitieswereavailableatBuitepos.Anyonefallingsick
mustbe transported toGobabis, some�00kilometres away. In
itsreportsubmittedtoParliament,thecommitteerecommended
that the Finance Ministry should urgently build a completely
new border post at Ariamsvlei, provide scanning machines
to all entry points and post more officers to the border posts.
Source: Namibian 10 July 2006

SQS�Methodology

TheSQSinterviewed��3officialsand322clients.Separate
structuredquestionnaireswereadministeredtoofficialsand
clients.TheseinstrumentswereadaptedfromanearlierSAMP
surveyofservicesqualityfortheDepartmentofHomeAffairs

inSouthAfrica.2Theinterviewswiththeofficialsconcentratedontheir
familiaritywithpublicserviceregulations,jobsatisfaction,knowledgeof
grievanceanddisciplinaryprocedures,informationontheMHAIand
attitudestowardsthereportingofmisconduct.Thequestionnaireforthe
clientsfocusedontheirknowledgeofthefunctionsoftheMHAI,the
qualityofservicesandtheirexperiencesaccessingtheseservices.

Interviewsitesincludedregionaloffices,landbordersandthemajor
internationalairport(Table�).Fourresearchteamscoverednineofthe
thirteenregionsinthecountry.
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Table 1: Sites Selected for the Survey
Region Regional Office Border Point Airport

Karas Keetmanshoop Ariamsvlei & Noordoewer

Hardap Mariental

Caprivi Katima Mulilo Ngoma and Wenela 

Kavango Rundu Katwitwi

Otjozondjupa Grootfontein

Ohangwena Oshikango

Oshana Oshakati and Ondangwa

Omusati Outapi Omahenene

Khomas Windhoek Head Office, 
Northern Industrial Office

Hosea Kutako 
International Airport

SaMPle�Profile

Profile�of�MiniStry�officialS�

Nearlytwothirds(63%)ofthe��3officialsinterviewedbythe
SQSwerefromtheDirectorateofImmigrationwhile�8%
werefromtheDirectorateofCivicAffairs.Themajorityof
theofficialsclassifiedthemselvesasAfricanorblack(96%)

(Table2).Atleast50%oftheofficialsinterviewedwerefemaleand42%
male.OnlytheCaprivi/KavangoRegionhadamajorityofmaleoffi-
cials(68%).MorethanhalfoftheofficialsspeakOshiwambo(56%)at
home,afurther��%Lozi,8%Afrikaansand7%Otjiherero.Afewspoke
English,Kwangali,Nama/DamaraorTswana.

Halfoftheofficialshadcompletedhighschool.Thefigurewashigh-
estintheKaras(69%)andNorthern(57%)regions.Veryfewhadonly
completedprimaryschool(�%)orheldpostgraduatequalifications(�%).
Aquarterheldadditionalpostsecondaryqualifications(otherthanuni-
versity).ThisfigurewashighestintheKomasregion(46%).

Aroundathirdoftheofficials(32%)hadworkedfortheMHAIfor
��-�5years.Another26%hadworkedwiththeministryfor6-�0years.
Thirtyeightpercentwereemployedasimmigrationofficers,�9%as
seniorimmigrationofficersand�3%asclerks(Table3).Theremainder
includedsectionheads,chiefimmigrationofficers,regionalcontroloffic-
ersandprincipalimmigrationofficers.Officialswereaskedhowmuchof
theirtimetheyspentinteractingdirectlywithclients.Nearlyhalf(47%)
said“allthetime”andanother37%said“mostofthetime.”Only3%of
theofficialshadneverinteractedwithclients.Inotherwords,theSQS
targetedexperiencedofficialsonthefrontlineofcustomerservice;the
majoritywerelong-servingemployees(withmorethan5yearsexperi-
ence)andhaddirectcontactwithclients.
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Table 2: Demographic Characteristics of Officials’ Sample
Gender Language Spoken at home

No. % No. %

Male 47 42 English 1 1

Female 56 50 Afrikaans 7 6

No Answer 10 8 Oshiwambo 50 44

Otjiherero 6 5

Age Tswana 1 1

20-24 2 2 Nama/Damara 5 4

25-29 18 16 Lozi 10 9

30-34 30 27 Kwangali 4 4

35-39 25 22 Other 5 4

40-44 16 14 No Answer 24 22

45-49 16 14

50 3 3 Level of Education 

No answer 3 3 Some primary/ primary  
completed

3 3

Some secondary/completed 64 57

Post-secondary qualification 29 26

Some university / degree 13 10

No answer 3 4

N=113

Table 3: Work Experience and Jobs of Officials
Directorate Position

No. % No. %

Immigration 71 63 Personnel Officer 1 1

Civic Services 20 18 Clerk 15 13

Human Resources 1 1 Immigration 42 37

Other 18 16 Principle Immigration officer 4 4

No Answer 3 2 Senior Immigration officer 21 19

Period of Employment Cleaner 3 3

One Year or less 11 9.7 Section head 1 1

2-3 Years 19 16.8 Regional Control officer 2 2

4-5 Years 11 9.7 Chief Immigration officer 2 2

6-10 Years 29 25.7 Other 19 17

11-15 Years 36 31.9

16-20 Years 2 1.8

21-25 Years 1 0.9

More than 25 Years 2 1.8

No Answer 2 1.8

N=113
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Profile�of�clientS

Twothirdsofthe322clientsinterviewedintheSQSwereNamibianciti-
zens.Oftherest,42%wereAngolans.Thisisareflectionofthegrowing
volumeofmigrationbetweenNambiaandAngola.3SouthAfricanscom-
prised��%oftherest,Zambians�6%,Zimbabweans6%andGermans
4%.Aquarter(25%)ofthenon-citizenshadcometoNamibiaforthe
purposeofvisitingfriendsandfamily,22%hadcometoshop,�8%for
business,�5%forleisure(holiday)and��%tostudy.Onlyonewasmak-
ingarefugeeapplication.Veryfew(4intotal)hadcomeforworkorto
seekemployment.Alargepercentage(40%)hadvisitedNamibiamore
than�0times.Only�2%hadneverbeentoNamibiabefore.

Themajorityofthesamplewasmale(65%)andoverthree-quar-
ters(80%)wereBlack/African.About�2%wereWhite/European,7%
Coloured/MixedraceandtheremainderwereAsians.Athirdofthe
clientsspokeOshiwamboastheirhomelanguage.Another�2%spoke
Afrikaans,�0%Englishand9%Portuguese(Table4).Otherfirstlan-
guagesincludedNama/Damara(3%)andTswana(�%).

Athirdoftheclientshadcompletedsecondary/highschooland
another22%had‘somesecondaryschool.’Twenty-onepercenthadpost-
secondaryqualifications.Despitetherelativelywell-educatedcharacter
oftheclientbase,55%wereunemployed(with32%activelylookingfor
work).Ofthosewithjobs,only26%werefulltimeemployees.

Table 4: Demographic Characteristics of Clients
Education Language Spoken at Home

No. % No. %

None 9 3 English 30 9

Some primary 13 4 Afrikaans 37 11

Primary completed 26 8 Oshiwambo 102 32

Some secondary 71 22 Ojtiherero 14 4

Secondary completed 103 32 Lozi 17 5

Post-secondary qualifications 32 10 Portuguese 29 9

Some university 25 8 Nama / Damara 9 3

University completed 31 10 Kwangali 13 4

Post graduate 8 3 Tswana 4 1

German 7 2

Other African 18 6

Other 31 10

No Answer 11 3

N = 322
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Twenty-onepercentoftheclientswerestudents,�3%werebusiness
peopleandonly8%hadneverhadajob.Subsistenceorcommercial
farmers,farmworkers,miners,domesticworkers,artisansandretirees
eachmadeup�%orlessofthesample.Only5%ofthesamplehadno
income.

Ofthetotalof322clients,�82wereinterviewedatregionaloffices
oftheMinistryofHomeAffairsandImmigrationandtheremainderat
borderpostsandtheairport.ThemainreasongivenforvisitingHome
Affairsofficeswastoobtainidentitydocuments(30%),followedbypass-
ports(26%)andbirthregistrations(�2%)(Table5).Afurther2%came
toregisteradeathortocompleteprocedurestoobtainNamibiancitizen-
ship.

Table 5: Main Reasons for Using MHAI Services
Reason No. %

Identity Documents 53 30

Passport 46 26

Namibian citizenship 5 3

Birth registration 21 12

Death registration 4 2

Visitation to Namibia/Visa 7 4

Employment 3 2

Health Services 1 0.6

Refugee application 1 0.6

Temporary residence 1 0.6

Welfare Services 2 1

Repatriation 1 0.5

Deportation 1 0.5

Other 30 17

Don’t know 3 2

N = 179

MostclientswereregularusersofMinistryservices.Justunderathird
oftherespondents(30%)hadvisitedtheoffices3-5timesinthe�2
monthspriortothesurvey.Thesamepercentage(30%)hadbeenonce
ortwice.Around20%hadcometotheofficesmorethan�0timesinthe
previousyeartoaccessservices.Only6%hadnotbeentotheMHAI
officesbeforetheircurrentvisitintheyearprecedingthesurvey.
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Knowledge�and�PercePtionS�of�Mhai�StrategieS

functionS�of�the�MiniStry

Oneoftheinitialaimsofthesurveywastocomparetheper-
ceptionsofclientsandofficialsaboutthemainfunctionsof
theMHAI.Unsurprisingly,theofficialswerebetterinformed
thanclientsaboutthemainfunctionsandrangeofservices

offeredbytheMinistry(Table6).
Nearly80%oftheofficialssaidthatthemainfunctionoftheir

Ministrywastoissuepassports/visasandtoregisterbirths.Bycompari-
son,64%oftheclientsidentifiedtheissueofpassports/visasasaprimary
function.Only45%mentionedtheregistrationofbirths.Otherkeyfunc-
tionsincludedtheissuingofidentitydocuments(mentionedby78%of
officialsand60%ofclients)andtheregistrationofdeaths(64%versus
27%)).FewerinbothcampsseemedtoknowabouttheMinistry’srolein
grantingNamibiancitizenship(5�%ofofficialsand30%ofclients)orin
registeringmarriages(47%versus�0%).Veryfewclientsknewaboutthe
Ministry’sroleindeportingundocumentedmigrants(8%)orinprocess-
ingrefugeeapplications(6%).Moresurprising,perhaps,isthatlessthan
athirdofofficialsknewabouttheMinistry’sroleintherefugeeprotec-
tionprocess.

Whileofficialsareclearlybetterinformedthanclientsabouttherange
ofservicesofferedbytheMHIA,theirknowledgelevelswerefarfrom
perfect.Atthesametime,officialsinNamibiaweremoreknowledgeable
thantheircounterpartsintheDepartmentofHomeAffairsinSouth
Africa.4Bothofficialsandclientswouldbenefitfromaneducationcam-
paigntoclarifyexactlywhatservicestheMHIAofferstocitizensand
non-citizens.

Table 6: Perceptions of Main Functions of MHAI
Clients No. % Officials No. %

Issue Passports/Visas 206 64 Issue Passports/Visas 89 79

Issue Identity Documents 194 60 Issue Identity Documents 88 78

Register births 144 45 Register births 89 79

Grant Namibia citizenship 98 30 Grant Namibia citizenship 58 51

Register deaths 86 27 Register deaths 72 64

Register marriages 32 10 Register marriages 53 47

Temporary residence 29 9 Temporary residence 43 38

Visitation to Namibia 28 9 Visitation to Namibia 24 21

Deportations 26 8 Deportations 40 35

Permanent Residence 26 8 Permanent Residence 40 35
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Refugee Applications 20 6 Refugee Applications 33 29

Repatriation 15 5 Repatriation 30 27

Employment 10 3 Employment 14 12

Home Affairs 6 2 Home Affairs 11 10

Health Services 6 2 Health Services 1 .9

Policing 3 1 Policing 1 .9

Communication Services 3 1 Communication Services 2 2

Housing Services 2 0.5 Housing Services 1 1

Transport Services 2 0.5 Transport Services 1 1

Education and Training - - Education and Training 3 3

Note: Multiples responses were possible

officialS’�Knowledge�of�relevant�legiSlation

SeniormanagementwithintheMHAIhasbeendisarminglyopenabout
theinternalproblemswhichtheMinistryfaces(Box2).Inaninterview
inNovember2005,forexample,theDeputyDirectorofImmigration
identifiedproblemsofcorruption,understaffing,inefficientstructural
organizationandundocumentedmigration(Box2).Oneissueofimpor-
tanceiswhetherofficialshaveadequateknowledgeoftheirownMinistry
anditsaimsandprocedures.Theprevioussectionofthereportshowed
thatMinistryofficialsdonothavesufficientknowledgeoftherangeof
servicesofferedbytheiremployer.Thissectiontakestheanalysisonestep
furtherbyassessingthelevelofknowledgeofofficialsofMinistrypolicies
andregulations.

  Box Two: Immigration in Limbo. 

FortheDeputyDirectorofImmigration,NkrumahMushelenga,
there are numerous challenges facing his department and the
way forward. He said the fact that there is a combination of
authoritieswithinthesystemisaserioussetbackfortheministry.
“Currentlytherearefivestatutorybodies: immigration,refugee
administration, forensic, population service, and passport and
citizenship,eachguidedby itsownact.Thesedepartmentsare
eachheadedbyanunder-secretary.Thisisaserioussetbackfor
HomeAffairs,asitpromotescorruption.Eachpersonisdoinghis
orherownthingandnobodycanbeheldaccountable.Forexam-
ple, youcannotplan foryourowntraining,asyoumayappear
steppingonanotherperson’s feet.This is slowing theprocess,”
he claimed. He said this was mainly the reason why Home
Affairswasnotreachingitsfullpotentialbecauseof“indecisive
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elements” with “corrupt minds”. He said currently the process
wasunsatisfyingandbenefitingthoseinvolvedincorruptionand
that they would break the back of everything just to continue
benefiting from the system. “They (senior officials) have the
audacity to order junior officers to do anything for them,” he
said.Hesaidanotherchallengewasthe“abnormal”structurehis
departmentwasoperatingunder.“Thestructurethedepartment
is implementing is abnormal and does not meet international
standards.Forexample,thereistheSADCprotocolontradeand
free movements of people. Other countries have standardised
theirstructuresandcanmeetalltheserequirementswhileweare
under standardandcannotmeet the requirements,”he stated.
Hesaidlackofmanpowerwasalsoaproblemastheyhavenot
beenabletorecruitnewstaff foraboutfiveyearsnow.Hesaid
someborderpostshavebeengrowingover theyearsandsome
newonesopenedliketheKatwitwiborderpostbetweenAngola
andNamibia.“Katwitwiborderpostisverysmallbutitslevelof
servicesissimilartotheOshikangoborderpost.Alotoftrucks
arepassingthereeverydayandthetwoimmigrationofficialswe
put therewerenotenough.Wehad to take twomoreofficials
from other border posts, which are also already understaffed,”
he stressed.He saida lackofmodernofficesandaccommoda-
tion facilities at border posts and professional oriented train-
ing for staffwerealsoachallenge.Hesaidhisdepartmentwas
nevergivenanopportunitytobudgetforthetrainingofitsstaff
members. “There is always blockage within the system. That
opportunity has not been given to us since independence,” he
stated.Hesaidalthoughhisdepartmenthadunveiledthescam
involving forged documents, he dismissed allegations that his
officialscouldhavebeeninvolvedinthisashisdepartmentwas
not responsible for issuing national documents. “We have no
mandatetoissuebirthcertificates,identitycards,passport,citi-
zenship,oremergencytravellingcertificateoranyothernational
document. However, we have a professional technique, which
wasacquired,throughourprofessionaltraining,whichenableus
todetectforgednationaldocuments.”Hesaidsofar,theminis-
tryhasconfiscated40forgedpassportsafterappealingtopeople
whoboughtillegaldocumentstosubmitthemtotheministryon
propositionthattheywillnotbeprosecuted.Mushelengasaidin
addition to the40passportsheld illegally by foreignnationals,
his ministry also roped in �0 forged work permits, one forged
student permit, �5 forged permanent residence permits, nine
extension work permits, three business visas, four visitor entry
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permits, one birth certificate, one fake payment receipt, three
temporary residence permits, 5� forged re-entry permits and
one Namibian forged passport. He said that �2 Zimbabwean
nationals, three South Africans, two Zambians, two Germans
andoneBelgian involved in illegal actshavealsobeen identi-
fied.Mushelengacalledonthoseinvolvedinfraudulentactsto
stoporfacethemusic.“Thisisaveryseriousconsequenceofthe
lawandiffoundguilty,canbetakentocourtandaskedtopay
N$25000or face fiveyears’ imprisonmentorboth,”hestated. 
Source: New Era 1 November 2005

ThefirstquestiontestedtheirfamiliaritywithImmigrationAct7of
�993.ThreequartersoftheofficialssaidtheywerefamiliarwiththeAct.
Levelsoffamiliarityvariedfromplacetoplace.Khomasregionhadthe
highestpercentageofofficialswhosaidtheywereunfamiliarwiththeAct
(34%)andCaprivi/Kavangothelowest(9%).Itisacauseforconcern
thatafifthofthecountry’sofficialssaytheyareunfamiliarwiththemost
basicpieceofimmigrationlegislation,ineffectforoveradecade.The
familiarityofofficialswiththeRefugeesAct2of�999wasevenpoorer.
Nearlytwothirdsoftheofficials(63%)saidtheywereunfamiliarwith
thelegislation.

Onereasoncouldbealackoftrainingandawarenessprogrammes
toinformofficialsonthevariouspoliciesandregulationsguidingthe
MHAI.Thiswouldseemtobeconfirmedbythefactthatmorethan
half(57%)oftheofficialssaidtheyhadnotattendedanytrainingpro-
grammesorworkshopstolearnaboutthelawsandregulationsgoverning
thePublicServiceand/ortheMinistry.TheNorthernRegionhadthe
greatestpercentage(67%)ofuntrainedofficialsfollowedbyCaprivi/
Kavango(65%),Khomas(54%)andKaras(47%).Ofthosewhohad
receivedtraining,58%hadgonetoonlyonetrainingsession.Ofthe
trainedofficials,96%statedthatthetrainingwasuseful/veryusefulin
helpingthemperformtheirduties.

ThethirdpieceofrelevantlegislationisthePublicServiceAct�3of
�995.TheActwasfamiliartoaroundtwo-thirdsoftheofficials(67%)
andunfamiliartotherest.Theofficialswerethenaskedasetofques-
tionsontheguidingprinciplesofthePublicServicesAct.Thecompo-
nentsincludeconsultation,servicestandards,access,courtesy,transpar-
encyandredress.Althoughtwothirdsoftheofficialssaidtheywere
acquaintedwiththeAct,theSQSshowedthattheywereactuallymuch
lessconversantwithitsbasicprinciples(Table7).Ahighnumberofoffi-
cials(over80%)couldnotidentifytheAct’sprinciplesofconsultation,
access,courtesyandredress.Most(80%)alsoleftoutthegeneralprinci-
pleofvalueformoney.
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Table 7: Official Familiarity with Principles of the Public Service Act 
Principle No. who mentioned % who mentioned

Service standards 53 47

Information 32 28

Openness and transparency 26 23

Consultation 23 20

Value for money 22 20

Access 21 19

Other 20 18

Courtesy 14 12

Redress 6 5

N = 113

officialS’�faMiliarity�with�Mhai�PolicieS�and�StrategieS

TheMHAIhasaStrategicPlan,aTransformationUnit,anITPlan
andanEmploymentEquityPlan.TheSQSquestionedofficialsabout
theirfamiliaritywitheachoftheseelementsoftheMinistrystrategyto
improveservices.Interestingly,onlytwothirds(64%)wereawareofthe
StrategicPlan(Table8).Asmallerproportion(57%)wereawareofthe
existenceofaDepartmentalITPlanbutlessthanhalfwereawareof
theotherelements.Just36%saidthattheMinistryhadanemployment
equityplanandonly30%wereawareoftheTransformationUnit(30%).

OtherelementsoftheMinistryapproachincludeapublicizedcom-
plaintsprocedure,thedisplayofguidelinesofstandardserviceandan
annualreport.Ineachcase,lessthanhalfoftheofficialswereawareof
theseelements,againprobablyreflectingalackofinformationandtrain-
ingonMHAIprioritiesandfunctions.

Table 8 : Knowledge of MHAI Service Structures 
Policy/Structured No. Who Mentioned % Mentioned

Strategic Plan 71 64

Information Technology Plan 63 57

Publicized Complaints Procedure 47 43

Displayed Guidelines of Standard of Service 43 39

Employment Equity Plan 39 36

Annual Report 36 32

Transformation Unit 32 30

N = 113
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OfficialknowledgeoftheMHAIstrategieslistedinTable9wasequal-
lyunimpressive,especiallysinceofficialsaresupposedtobefamiliarwith
theircharter.Lessthanathirdmentionedanyofthekeycomponents
ofthestrategy.Onlyathirdoftheofficials(32%)believedstafftraining
wasoneofthecomponentsofthestrategy,followedbytheacquisition
ofnewstaff(24%),disciplinaryandgrievanceprocedures(mentionedby
only�8%)andimprovementsinthenationalIDsystem(also�8%).New
technologywasmentionedby�6%,aswereanti-corruptionmeasures.
Therestoftheelementswereknownto�5%orlessoftheofficials.

Table 9: Most Important MHAI Strategies
Issues Mentioned No. who Mentioned % who mentioned

Staff training 36 32

Acquiring new staff 27 24

Disciplinary and Grievance procedures 20 18

Improvement in national ID system 20 18

New technology/Technology management 18 16

Anti- Corruption Measures 18 16

New Infrastructure 17 15

Improvements in communications 15 13

Immigration projects 14 12

Management and Leadership 14 12

Succession planning and career management 14 12

Restructuring 11 10

Changes to finance and budgeting 11 10

Legal Services 10 9

Employee Assistance Programme 9 8

Civic Service Projects 9 8

Internal Relations 9 8

“The client is always right” Campaign 8 7

Better Security 8 7

Information Management 7 6

Foreign Offices 7 6

Integrated Government 4 4

Volunteers/Volunteer Campaign 3 3

Transformation - -

N = 113. Respondents could give more than one answer.
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worKing�for�the�Mhai�

Job�SatiSfaction

Intermsofjobsatisfaction,over80%ofofficialsagreedwiththefol-
lowingstatement:“Ienjoymyjobverymuch.”Atthesametime,
officialswereskepticalaboutthefairnessofdecisionsconcerning
promotionsandsalaryhikes(Figure�).Nearly60%feltthatthey

wereunfairandhadnothingtodowithrulesandguidelines.Onthe
otherhand,amajoritythoughtthatpromotionsandsalaryincreaseswere
independentofpoliticalaffiliation.Manyofficialswerealsoskeptical
abouttheircareerpathintheMHIA.While56%saidthattheyhada
strongcareerpath,39%disagreed.Almosthalf(47%)agreedthatwith
theircredentialsitwouldbeeasytogetajobintheprivatesectorifthe
MHAIcloseddown.

Figure 1: Fairness of Decisions Regarding Promotions and Salary

Theofficialswereaskedaboutpossiblesituationsthatmadetheirjobs
difficult.Anumberofscenarioswerepresentedrangingfromworkover-
load,poorworkingconditionsandalackofcareermobilitytoracialand
genderdiscrimination.Dissatisfactionwithremunerationwasthemost
citedimpedimenttoeffectivejobperformance.Nearly60%ofofficials
saidtheyreceivetoolittlepay.Otherfrequently-citedcomplaintsinclud-
edworkoverload(49%),poorworkingenvironment(4�%),notenough
computers(39%),poormanagement(38%),notenoughequipment/sta-
tionery(35%)andlittleornocareermobility(33%).Redtape,gender
andracialdiscriminationwerenotseenasseriousobstacles(4%,6%and
9%respectively)(Table�0).

Figure 1: Fairness of Decisions Regarding Promotions and Salary
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Table 10: Job Satisfaction of Officials
Working Conditions No. % Yes

Too little pay 67 59

Too much work/overload 55 49

Poor working environment 46 41

Not enough/broken computers 44 39

Poor Management 43 33

Not enough equipment/Stationeries 39 35

Little/No career movement 37 33

Racial discrimination 10 9

Gender discrimination 7 6

N = 113

Halfoftheofficialsthoughtthatinadequatefundingwasthemajor
difficultyfacingtheMinistryasawhole(Table��).Otherissuesraised
includedpoorinfrastructureandfacilities(49%),toofewstaff(43%),
pressurefromthepublic(34%),poormanagement(33%)andlowstaff
morale(3�%).

IntermsofperceivedsolutionstotheproblemsfacingtheMinistry,
mostofficialscitedpersonnelissuesincludingstafftraining/skillsdevelop-
ment(mentionedby56%)andmorestaff(50%).Otherproposedsolu-
tionsincludedbettercomputers/equipment(54%),highersalaries(49%),
betterfacilities/offices(39%),morefundingfromgovernment(39%)and
bettermanagement(3�%).

Table 11: Problems faced by the MHAI and Suggested Solutions 
Problems No. % Suggested solutions/ 

improvements
No. %

Not enough funding 56 50 More government funding 44 39

Poor infrastructure/facilities/
offices

55 49 Better facilities/offices 44 39

Too few staff 49 43 More staff 56 50

Pressure from the public/clients 38 34 More staff training/skills 
development

63 56

Poor management 37 33 Better management 35 31

Staff morale/motivation 35 31 More opportunities for career 
advancement

27 24

Corruption 26 23 Better computers/equipment 61 54

Difficulty enforcing policy 7 6 Higher salaries 58 51

Improved working  
environment

28 25

A different minister 11 10



� Migration�Policy�SerieS�no.�48

 2�

k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k
k

client�SatiSfaction�with�Service�delivery

overall�PerforMance�of�Mhai

ClientswerefirstaskedtoratetheMinistry’sperformancein
comparisontohowitoperatedbeforeindependence.The
overallviewwasthattheMinistrywasmoreefficientthanit
hadbeenduringtheapartheidera.Morethanhalf(55%)felt

thatitwasmoreefficienttodaythanduringtheapartheidera.Another
�2%sawnochangeand�9%feltthecurrentMinistrywasmoreinef-
ficient.Whenaskedaboutcorruption,36%oftheclientsfeltthatthe
MHAIwascurrentlymorecorruptcomparedtoyearsgoneby,while32%
feltthattheministrywaslesscorruptthanintheapartheidera.Overall,
aroundhalf(52%)stronglyapprovedofthewaytheMHAIhadper-
formeditsmandateinthepreviousyear.However,athirddisapprovedof
theperformanceoftheMinistry.

ClientswereaskedwhethertheyfelttheefficiencyoftheMHAI
wouldimproveinthefuture,deteriorateorremainthesame.Overall,
theywereoptimistic.Most(63%)feltthattheministrywouldbecome
moreefficientwhileanotherquarterthoughtitwouldretainitscurrent
servicelevels.Only6%felttheMinistrywouldbecomelesscompetent.

infraStructure�at�Mhai�officeS

TheMHAIofficesarerelativelyaccessibletothoseabletomakeuse
oftheirservices.Aquarteroftheclientshadtakenataxitogettothe
MHAIoffices.Similarnumberswalked(24%)ordrovetotheofficesin
theirowncar(23%).Smallernumbersusedabus(7%),hiked(7%),were
givenalift(6%)orarrivedviaplane(2%)(i.e.,thosearrivingatHosea
KutakoInternationalairport).Overhalf(57%)hadtakenlessthanan
hourtoreachtheoffices,while�5%hadtakenaboutanhour.Therest
tookmorethananhour.

Anarrayofquestionswereaskedonthefacilitiesavailabletoclients
atMHAIoffices(Table�2).Themajority(84%)reportedthattheright
formswereavailable.Butonly38%reportedthattherewereposters
orbrochuresdescribingtheservicesofferedbytheMHAI.Evenfewer
(26%)statedthattheofficeslistedthecostsofvariousservices.

Asregardsbasicfacilities,theofficesscoredmorepoorly.Forexample,
only43%ofclientssaidtheofficeshadseats,43%thattherewerework-
ingtoiletsand26%thattherewasheat/airconditioning.Only4%said
therewasamother’sroom.
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Table 12: Infrastructure at MHAI Offices
No. %

Right forms to complete 263 82

A place nearby to buy food 190 59

Drinking water 165 51

A working public phone 143 44

Working toilets 138 43

Seats for clients 137 43

Posters/brochures describing service offered 118 37

Heat/Air conditioning 82 25

Posters/brochures describing fees 82 25

A mother’s room 14 4

Quality�of�ServiceS�at�Mhai�officeS

Whentheyreachedtheoffices,56%wereaskedtofillinformsinorder
tohavetheirrequestsprocessed.Asmallpercentage(�4%)requested
assistanceinfillingouttheforms.Most(68%)ofthosewhoaskedfor
helpreportedthatanofficialfromtheministryprovidedassistance.
Virtuallyallweresatisfiedwiththehelptheyreceived.

Clientsspent,onaverage,onehourandthirtyminutesattheMHAI
fromthetimetheystartedtoqueueuntiltheyfinishedortheirinterview
concluded.Aroundathird(34%)oftherespondentssaidtheyweresatis-
fiedwiththeamountoftimetheyhadtowait,whileanother24%said
theywereverysatisfied.Aroundaquarter(26%)reportedthattheywere
notsatisfiedwiththeamountoftimespentwaiting.Overall,two-thirds
oftherespondentssaidtheywerehappyorsatisfiedwiththelevelof
servicetheyreceivedattheofficeonthedayoftheinterview.Thirty-one
percentfeltthattheservicewassubstandardorunsatisfactory.Inother
words,thereisarelativelyconsistentpatternwithtwo-thirdsofclients
relativelyhappyandathirdunhappywithMHAIperformanceinclud-
ingthetimespentattheoffice,thetimetakentoprocessrequests,the
levelofservicereceivedandtheiroverallexperienceasacustomerofthe
Ministry.

Intermsofoverallsatisfactionlevels,67%saidtheywere“always
satisfied”or“satisfiedmostofthetime”withtheservice.However,only
46%feltthattheyweretreatedfairlybytheMHAImostorallofthe
time.Evenfewer(35%)feltthattheMHAIdeliveredfastresults.Quality
ofservicewasalsomeasuredintermsofwhethertheservicesareeffi-
cient,economicalandoffervalueformoney.Clientswereaskedtorate
theMinistry’sservicesoneachoftheseaspects.Responsesweredivided.
Some43%oftherespondentsagreedthattheservicesofferedbyMHAI
werereasonableintermsofcost,efficiencyandvaluewhile42%disagreed.
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Figure 2: Client Perceptions of the Quality of Service Delivery of the MHAI

Clientsatisfactiondidvarywiththemeasureused(Figure2).There
wasgreatestsatisfactionwithstandards,staffcourtesy,andtheaccessibil-
ity,qualityandefficiencyofservice(with40-50%satisfied).Thegreatest
levelofdissatisfactionwaswiththecostofservices(withonly20%satis-
fied).Inaddition,only35%weresatisfiedwiththespeedatwhichtheir
requestswereprocessed.Onereasonforthisissuggestedbyarecent
pressarticleondelaysintheissueofIDs(Box3).

  Box Three: Issuing of ID Cards to be Speeded Up

Thousandsofidentitycardsareawaitingcollectionfromtheoffic-
esoftheMinistryofHomeAffairs.MinisterRosaliaNghidinwa
toldtheNationalAssemblyonWednesdaythatwhilethedepart-
mentofcivilregistrationplannedtospeeduptheissuingofiden-
titycardstolessthanamonth,itwasalsolookingatdistributing
morethan70000uncollectedIDstothevariousconstituencies.
Of theMinistry’s total budgetofN$8�million, thecivil regis-
trationdepartmentwillreceiveN$29,�million.Itwillspendat
least N$6 million on buying a second laser engraver for iden-
titycards.Nghidinwasaidofficialswerestillconvertingmanual
fingerprint data to the Automated Fingerprint Identification
System (AFIS) it bought last year - a process which would be
completed by October. Together, the second engraver and the
electronicfingerprintdatawouldspeed-uptheissuingofidentity
documents,shesaid.Itcurrentlytakesaboutayeartohaveone
issued.“Ourtarget is to reducethat further to justa fewdays,
as soonasourotherefficiencymeasuresare fully implemented

Figure 2: Client Perceptions of the Quality of Service Delivery of the MHAI
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duringtheNDP3period,”saidNghidinwa.Nghidinwasaidher
Ministrywaslookingintoprovidingservicestobanksandinsur-
ancecompaniesbylinkingthemtotheAFISdatabase.This,she
said,wouldincreasetheMinistry’srevenuebase,improveinstitu-
tions’clientverificationprocessesandreducefraudulentclaims.
Nghidinwa informed the House that her Ministry was phasing
outtheuseofpassportsthatdidnotcontainmachine-readable
data. Applicants can expect to pay more for a passport in the
nearfuture,sothattheMinistrycanrecoverthecostofissuing
passports.AccordingtoNghidinwa,Namibia’schargesforpass-
portswereamongthelowestintheSADCregion.Thenewfees
would be gazetted soon, she said. The division of immigration
andbordercontrolwillreceiveoneofthelargestchunksofthe
Ministry’sbudgetatN$20,�million.Nghidinwasaidtoimprove
service delivery at entry points, the Ministry needed to invest
incomputerised systemsatborderposts.Tocurb illegalborder
crossingand toboost tourism, theMinisteralsooutlinedplans
toopenupnewentrypointsatMataMataandSendelingsdrift.
OthernewborderpostsidentifiedareKasamaneintheOmusati
Region, Okanguati in Kunene and Nkurenkuru in Kavango. 
Source: Namibian 17 June 2005.

Clientsweregenerallymoresatisfiedwiththepersonaltreatment
theyreceivedfromofficialsatMinistryoffices.Onvirtuallyallmeasures
between60-70%ofclientsweresatisfiedwiththeofficials(Table�3).

Table 13: Client Perceptions of Ministry Officials
Attitudinal Indicator No. Satisfied % Satisfied

Knowledge 227 72

Honesty 214 68

Cooperation 211 68

Attentiveness 210 67

Friendliness 209 67

Anxiety 208 66

Helpfulness 203 65

Patience 197 63

Politeness 197 63

Trust 196 63

Job interest 195 63

Consideration 193 62
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Inconclusion,aroundtwo-thirdsoftheclientsoftheMHAIare
satisfiedwiththelevelandqualityofgeneralservicesreceivedandthe
attitudesofMHAIofficials.However,onsomemeasures(suchasspeed
ofserviceandperceptionoffairtreatment)dissatisfactionlevelsare
muchhigher.Thisstillleavesatleastathirdofclientswhoarenotsatis-
fiedwiththequalityandlevelofservicesreceived.Atthesametime,a
highpercentageoftheclients(83%)reportedtheyhadnoreasontofile
acomplaintagainsttheMHAI.Poorcustomerservice,delaysinservice,
lossofdocumentsandincorrectorproblematicresultswerethemainrea-
sonswhyclientshadfiledcomplaintswiththeMHAIinthepast.

coMParing�client�and�official�attitudeS

Overall,officialsprovedtobemuchmorepositiveaboutthe
qualityofservicesonofferthanweretheirclients.Onsome
issues,clientsandofficialsprovidedverysimilarresponses.
Forexample,44%ofclientsand47%ofofficialssaidthatthe

MHAIprovidedservicesofahighquality.Oragain43%ofclientsand
44%ofofficialsthoughtthatMHAIserviceswereeconomicalandeffi-
cient.However,thereweremarkeddifferencesofopinioninmanyother
areasbetweenofficialsandclients.Oneverymeasure,officialsfeelthat
theMinistryoffersabetterqualityofservicethandotheclients(Figure
3).Thedifferenceisparticularlymarkedwithregardtothedemeanorof
officials(offeringexplanations,typeofresponse)themselveswithofficials
clearlyhavingahigheropinionofthemselvesthandoclients.

Figure 3: Degree of Agreement on Service Delivery By Clients and OfficialsFigure 3: Degree of Agreement on Service Delivery By Clients and Officials
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However,whenitcametomorerefinedmeasuresofthecharacterof
MHAIofficialsindischargingtheirduties,theopinionsofclientsand
theself-perceptionofofficialswasverysimilaracrossawholerangeof
measures(Table�4).Onsomemeasures(suchasknowledge,honesty
andfriendliness),clientshadabetteropinionofMHAIofficialsthandid
theofficialsthemselves.Ontheotherhand,moreofficialsfeltthatthey
werecooperative,helpfulandpolite.Onothermeasures(attentiveness,
trust,interestintheirjobsandconsideration)theresponseswerealmost
identical.However,whatneedstobestressedhereisthatthedifferences
inperception,onewayortheother,arenotlarge.Attentionneedstobe
givenrathertotheone-thirdminorityofbothclientsandofficialswho
holdnegativeopinionsabouttheserviceprovidersoftheMHAI.

Table 14: Perceptions of Clients and Officials of Attitudes of Ministry Officials
Attitudinal Indicator Clients Satisfied Officials Satisfied

No. % No. %

Knowledge 227 72 73 66

Honesty 214 68 66 60

Cooperation 211 68 79 71

Attentiveness 210 67 74 67

Friendliness 209 67 65 59

Helpfulness 203 65 77 69

Patience 197 63 73 66

Politeness 197 63 77 69

Trust 196 63 69 62

Job interest 195 63 69 62

Consideration 193 62 70 63

N = 322

PercePtionS�of�official�MiSconduct

coMParative�PercePtionS�of�MiSconduct�

Thestudyaimedtopinpointcertainaspectscorruptionbutalso
togaininsightintohowsuchoffencesareviewedbyclientele
andofficials.Severalscenarioswerepresentedtobothofficials
andclientsandtheywererequestedtoratethemintermsof

whethertheywere“notwrong”,“wrongbutunderstandable”or“wrong
andpunishable”(Figure4)

Scenario One: A government official accepts a gift from a citizen as an appre-
ciation for something he/she has done as part of his/her job. 
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Only40%oftheclientssaidsuchconductwas‘wrongandpunishable.’
Onethird(33%)ofofficialsfeltthesameway.

Scenario Two: A government official gives jobs to unqualified friends or family 
members. 
Mostoftheclients(86%)saidsuchactionswerewrongandtheofficial
deservedtobepunished.Only4%oftheclientsfeltthebehaviourwas
acceptable.Anevenhigherproportionoftheofficials(94%)thought
suchbehaviorwasunacceptable.

Scenario Three: A government official deposits someone’s pension into his/her 
own account. 
Averyhighpercentageofclients(88%)feltthatthiswaswrongand
theculprit(s)shouldbepunished.Again,anevenhigherproportionof
officials(96%)saidthatsuchbehaviourwaswronganddeservedtobe
punished.

Scenario Four: A government official uses government property for his/her per-
sonal business. 
Threequartersoftheclients(78%)thoughtthatsuchbehaviourwas
wrongandpunishable.Evenmoreofficials(92%)saidtheydidnottoler-
atetheuseofgovernmentpropertyforpersonalgain.

Scenario Five: A client offers a public official a gift or ‘tip’ (bribe) to make his/
her application go a little faster.
Two-thirdsoftheclientsfeltthatthiswaswrongandpunishablewhile
only8%didnotseeanythingwrongwiththebehavior.Again,asignifi-
cantlyhigherpercentageofofficials(84%)feltthattheactwas‘wrong
andpunishable’.

Figure 4: Views Towards Unacceptable Behaviour by OfficialsFigure 4: Views Towards Unacceptable Behaviour by Officials 
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Overall,bothclientsandofficialsdisplayedconsiderabledisapproval
ofbehaviourthatcouldbeviewedasinappropriate,discriminatoryorcor-
rupt.Officialsconsistentlyrankedsuchbehaviourasmoredeservingof
punishmentthanclients,exceptontheissueofacceptanceofa“gift”in
recognitionofgoodworkforaservicealreadyrendered.Themajorityin
bothgroupsfeltthiswasanacceptableresponsetogoodservice.

�tolerance�of�MiSconduct

Officialswereaskedtorespondtostatementsthatcontainedjustifica-
tionsforcorruptbehaviourandaskedtowhatextenttheyfoundthem
acceptable.

Statement One: Government officials are so poorly paid that they have no 
choice but to ask people for extra payments. 
Althougharelativelyhighproportion(58%)disagreedwiththestate-
ment,22%agreedandanother�5%stronglyagreed.Thissuggestsnot
onlythatthereisagreatdealofdissatisfactionwithremunerationbut
thatasignificantminorityofofficialsfeelitisacceptabletoaugmentpoor
salariesthroughdemandsforextrapaymentsorbribes.

Statement Two: Extra payments or favours make officials work more effi-
ciently.
Thevastmajorityofofficials(82%)disagreedwiththisstatement.

Statement Three: The coming of democracy has increased the amount of cor-
ruption in our government and society.
Officialswereevenlysplitonthisissuewith43%agreeingandthesame
percentagedisagreeing.

Answerstothesestatementssuggestthatofficialshavealowtoler-
anceandnegativeviewofcorruptbehaviour,especiallybribery.However,
thereisapopularperceptionthatcorruptionhasbecomeendemicwithin
privateandpublicenterprisesinNamibia.Officialsandclientswere
thereforeaskedabouttheiractualexperienceswithcorruption.

�exPerience�of�MiSconduct

Clientswerefirstasked:“Haveyouoranyoneinyourimmediatefam-
ilyeverbeenaskedbyaHomeAffairsofficialtopaymoneyforaservice
thatshouldhavebeenfree,ortogivethemagiftinreturnforafavour?”
Theoverwhelmingmajority(90%)saidtheyhadneverbeenputin
suchaposition.Theremaining�0%whohadbeeninvolvedinsucha
misdemeanorhadpaidabribetoobtainatraveldocument,toavoid
punishmentforoverstayingavisa,toavoiddeportationorrepatriation,
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toobtainaworkpermit,toobtainaresidencepermitortoattainrefugee
status.

Officialswereaskedtorecounttheirownexperiencesofcorruption
intheyearprecedingthesurvey.Incontrasttotheclients,amajority
ofofficials(7�%)reportedthattheyhadwitnessedabribebeingpaid
orsolicitedduringtheyearpriortothesurvey.Insomeregions,suchas
KhomasandKhara,officialshadwitnessedthismorethanonce.Atthe
sametime,mostofficials(8�%)wereadamantthattheyhadnotperson-
allyacceptedabribe.

Mostofficials(85%)reportedthattheyhadnotdirectlywitnessed
anyonewithintheMHAIchargefeesforfreeservices.Asimilarlyhigh
numberofofficials(85%)hadnotobservedthetheftofpublicresources.
Fewer,thoughstillthemajority(58%),hadnotdirectlywitnessedfavour-
itism/nepotismintheawardingofjobsorcontracts.However,thisleft
42%whohadwitnessednepotismorfavouritism.InKhomasregion,63%
oftheofficialssaidtheyhadwitnessedfavouritism/nepotism,thehighest
rateinthestudy.

Afewofficialsreportedthattheyhadbeensilencedbytheirsuperiors
concerningthereportingofinappropriateorillegalactivitiesand5%
admittedthattheyhadbeenaskedbytheirsuperiorstoparticipatein
illegalactivities.

Table 15: Officials Experiences with Misconduct
 Yes No

No. % No. %

Heard about someone in the MHAI office 
accepting a bribe or favour in the past year

78 71 32 29

Heard someone in your office accept a bribe/
favour in the past year

52 47 59 53

Directly witness nepotism in the past 5 years 47 42 64 58

Seen someone or personally beige offered a 
bribe or favour in the past year

20 19 87 81

Seen someone in the office accept a bribe/
favour in the past year

19 17 90 82

Directly witnessed political patronage in the 
awarding of jobs/contracts

19 17 90 81

Directly witnessed theft of public resources 
in the past 5 years

17 15 94 85

Directly witnessed an official charge fees for 
free services in the past 5 years 

16 14 94 85

Asked by a superior to keep quiet about 
inappropriate or illegal activities

9 8 99 90

Asked by a superior to participate in 
inappropriate or illegal activities

5 5 104 94
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rePorting�MiSconduct

Overtwo-thirdsofbothclientsandofficialsreportedthattheywould
reportanymisconducttowhichtheywereexposed.Seventy-twopercent
ofofficialssaidtheyfeltcomfortableinformingthecontrolofficerof
corruptionand68%saidtheywouldinformtheirimmediatesupervisor.
Officialsalsosaidtheyfeltcomfortablereportingtocolleagues(68%),the
Ombudsman(6�%),DeputyDirector(60%),thePublicRelationsOfficer
(53%),Director(52%),ThePublicServiceCommission(5�%),Internal
AuditUnit(49%),InspectingUnit(49%),PermanentSecretary(48%),
andtheAuditorGeneral(46%).Intermsoflegalactionoutsidethe
ministry,64%ofofficialssaidthattheywouldfeelcomfortablereporting
misconductorcorruptiontothepolice.Whilethesefiguresarerelatively
high,therearestillasignificantnumberofofficials(atleastathird)who
wouldnotblowthewhistleoncorruption,whichmustbeacausefor
someconcern.

Onlyhalfoftheofficialsagreedwiththestatement:“Youshould
reportmisconduct/corruptionregardlessofwhetheritaffectsyoudirectly
ornot.”Thesamepercentagewasconfidentthattheycouldreportmis-
conductorcorruptionwithoutfacingintimidationfromtheircolleagues
orsuperiors.Thissuggeststhatwhilemostrecognizequestionablebehav-
iour,manylacktheconfidencetobringtheseactivitiestotheattention
oftheirsuperiorsforfearofincriminatingthemselvesorfacingintimida-
tionfromtheirco-workers.

SolutionS�for�MiSconduct

Officialswereaskedwhattheythoughttobeeffectivewaysofprevent-
ingcorruption.Thegreatmajority(93%)feltthataneffectivemethod
wouldbeharshersentencesforpeoplefoundguiltyofcorruption.Other
methodsproposedincludedtighterlegislationtoenablemorecriminal
prosecutionsforcorruption(86%)andthecreationandpromotionof
acodeofconducttopromoteprofessionalethics(85%).Proposalsfor
governmentincludedbarringcorruptofficialsfromholdingpublicoffice
(82%)anddevotingmoreresourcestomonitoringandprosecutingacts
ofcorruption(82%).Othermethodswhichreceivedmajoritysupport
includedanincreasedcommitmentbypoliticianstofightcorruptionand
fraud(75%);increasinglegalprotectionforpeoplewhoreportimproper
activities(79%);enablingclientstohaveagreateraccesstogovernment
information(76%);creatingspecialcourtsforprosecutingcasesofcor-
ruption(7�%);andthesettingofmoralexamplesbymanagement(68%).
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Table 16: Measures Suggested by Officials to Fight Misconduct/Corruption
No. %

Harsher sentences for people found guilty of corruption 102 93

Tightening up legislation to enable more criminal prosecutions for  
corruption

97 86

Creating more codes of conduct to promote professional ethics in  
government

96 85

Barring corrupt officials from holding public officer 93 82

Devoting more resources to investing corruption related cases 93 82

Increased legal protection for people who report improper activities 
(whistleblowers)

89 79

Creating anti- corruption hotlines 88 78

Requiring ministries to give detailed information about their spending 87 77

Increasing salaries of government employees 86 76

Enabling clients to have greater access to government information 86 76

Regularly rotating government officials to different regions and different 
positions or offices

85 75

Increased commitment by politicians to fight corruption and fraud 85 75

Creating special court for prosecuting cases of corruption 80 71

Managers should set moral example 77 68

concluSion

Theaimofthissurveywastoprovidebaselinedataonpercep-
tionsandthestateofservicedeliverywithintheNamibian
MinistryofHomeAffairsandImmigration,andtoassessthe
impactofmeasuresthathavebeeninitiatedtoaddressand

reduceacknowledgedproblems.
Bythetimeofthesurvey,theMinistryhadalreadydesignedsome

strategiestotransformandimproveservicedelivery.Itsstatedaimis
toprovidethebestcustomerservicetoensureclientsarehappyand
employeesaresatisfied.Ideally,bothofficialsandclientsshouldbefamil-
iarwiththefunctions,regulationsandprinciplesgoverningtheMinistry.
Unfortunately,thissurveydemonstratesthatthisisnotthecase.Neither
officialsnorclientsareacquaintedwiththeseprinciplesandguidelines.
Thedangerofthislackofknowledgeisincompetenceandinefficiency
onthepartoftheserviceproviderandacceptanceofpoorservicesby
clients.

Thesurveyrevealedthatbothclientsandofficialslackedknowledge
ofspecificMHAIstrategies.Thesituationisexacerbatedbyalackof
trainingprogrammesforofficialsperformingtheseservices.Thesurvey
alsoindicatedthatofficialswerenotknowledgeableaboutindividual
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piecesoflegislationsuchastheRefugeesAct.Torectifythisproblem
thereisneedforextensivetrainingonseveralpiecesoflegislationguid-
ingthemandateoftheofficials.SAMPthereforerecommendsthatthe
Ministryconsiderimplementingprogrammestoeducatestaffmemberson
existinglegislationandinformthemwhennewlegislationorpoliciesare
introduced.Itisparticularlyimportantfornewrecruitstobefullytrained
andinformedofthemandateandpoliciesgoverningtheMinistrywhen
theyarefirsthiredandprovidedwithrefreshercourses.

Whatwasencouragingfromthesurveywasthatclientsaregenerally
happywiththetreatmenttheyreceive.MostMinistrystaffwereseenas
polite,friendlyandhelpfulandtreatedclientswithdignityandrespect.
Suchperceptionsareimportanttomaintainconfidenceandtrustinthe
Ministry.However,atleastathirdoftheclientswerenotverysatisfied
whichindicatesthatthereremainsaneedtotrainandassessstaffincus-
tomercaretoensurevigilanceandthatstaffcontinuetogivewarmand
friendlyservicetoeveryone.

ClientsarenotwellinformedabouttheservicesofferedbyMHAI.
Educationcouldbeprovidedinanumberofways;forexample,through
newspapers,radio,postersandleaflets.Inaddition,clientsarenot
informedabouttheworkofthedepartmentwithintheministry.No
annualreportispublishedandcirculatedtoclientstoinformthemhow
resourcesareusedandhowmuchservicescost,ortoprovideinformation
onstaffingissues,equipmentdelivery,servicesandsoon.Areportshould
alsoincludehowwellthedepartmentsareperforming,andwhetherthe
Ministryhasmetitsowntargetswithinestablishedtimelines.Current
negativemediareportingonthedeliveryofservicesmayimproveifthe
Ministryimplementsstrategiestoinformthepublicmorevigorouslyon
theservicesofferedandtherightsofclientstoaccesstheseservices.
Inotherwords,theMinistryhastobemoreproactiveinorderforitto
reviveitsreputationinthemedia.

Thesurveyalsosoughttounderstandtheissueofcorruptionwithin
theMinistry.Traditionallygovernmentofficialshavebeenseenasstew-
ardsofpublicresourcesandguardiansofaspecialtrustbetweencitizens
andthegovernment.Inreturnforthisconfidence,theyareexpectedto
putpublicinterestaboveself-interest.However,recentscandalsinvolving
publicofficialshavecapturedmediaattentionandcouldbebehindthe
scathingmediareportsontheMinistry(Box4).
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  Box Four: Home Affairs Under Fire

“Seriousattentionispresentlybeinggiventoabusinessculture
change within the passport division of the Ministry of Home
Affairs.Hencethefactthatanumberofthepresentredundant
civil servants are being redeployed elsewhere.” This public
assurancewasyesterdaygiveninahearingtotheParliamentary
StandingCommitteeonPublicAccountsbySamuelGoagoseb,
PermanentSecretaryoftheMinistryofHomeAffairs.“Though
we are experiencing a backlog of 4 000 in the issuing of IDs
to the public, we are now in full production for the past two
weekstowipeoutthebacklog,”Gaogosebassuredthecommit-
tee.Overthepastfewmonthspublicflakandcritique,ranging
from corruption, bribery and incompetence in the issuing of
officialdocumentssuchaspassports, IDs,birthcertificatesand
residence permits, have been levelled at his ministry by pass-
portagentsandthegeneralpublic.“PresentlyNamibia,withits
relativelysmallpopulation, is rated fourth intheworldregard-
ingtheautomationinissuingofofficialdocumentssuchasIDs.
SouthAfrica,withapopulationofalmost50millionpeople, is
atleastoneyearbehindusinthisregard.Thesamesystemwill
also be used for police records and population data. Through
automationwearenowalsoabletoassistcommercialbanksto
accessvitalinformationatamuchlowerfee,”Gaogosebtoldthe
committee. According to him the new automation can ensure
and generate an additional income of between N$400 million
andN$500millionperyearforhisministry.“Wearealsointhe
processofstreamliningtheissuingofIDscountrywidethrough
mobile registrations.NegotiationswithAugust26Company in
thisregardareatanadvancedstage.Throughthissystemappli-
cationscan thenbe immediately transmittedback to themain
databasetospeeduptheprocess,”Gaogoseb,whoalsoinformed
the committee that the project will cost about N$�2 million,
said.CommitteememberReggieDiergaardtpointedouttothe
PSthatthebiggestproblempresentlyseemstobethereluctance
ofthepublictocollectthousandsofIDcardsfromdemarcated
collectionpoints.“Peopleseemtobeoptingtoapplyforpassports
ratherthanIDsbecausemanyofthemdon’tevenknowwhere
to collect the documents from because nothing is being done
toencouragethepeopletodoso.Thefactthatofficesarenot
clearlyidentifiedcontributestowardsthistendency.”Diergaardt
alludedtoanincidentinwhichanoldwomanintheNorthhad
towalk40kmtocollectherID,butwassentbacktoreturnagain
for a third time. Diergaardt also complained about the lack of
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trainedpersonnel inHomeAffairs inruralareasandsuggested
thatthemobileID-issueventurebere-lookedandrestructured.
“Wehavenotdoneanyscientificresearchonwhypeopledonot
collecttheir IDs fromspecificcollectionpoints.Furthermore, I
agreeprojectmanagementintheministryneedstobeimproved,
butitwilltakesometime.”ChairmanJohandeWaalurgedthe
ministrytomakemoreuseofradiobroadcaststoinformthepub-
liconwheretheIDscanbeobtained.“Wecannotbegpeopleto
collecttheirdocuments,butsomethingneedstobedonetobring
the60000orsoIDcardstoacentralpointfromwheretheycan
becollected. Itwill savea lotofmoneyand time.However, if
people are not serious about these documents, they must bear
theconsequencesthereof,”DeWaalwarnedthepublic.Healso
didnotsparetherodagainstincompetentcounterclerksinthe
ministryservingthepublicaswellastheconditionsofsomeof
theofficesoftheministry.“Atsomecollectionpointsthereare
no toilet facilities and many of the ministry offices are dirty,
somethingtobeashamedof,”DeWaalsaid.ReggieDiergaardt
expressedhisprofoundconcernabouttheconditionsatborder
posts under the ministry. “One out of every �0 toilets do not
work or are out of order. It’s filthy. Border posts are supposed
to be clientele-friendly,” Diergaardt said, to which Gaogoseb
acknowledgedthathisministryexperiencesproblemsinrepairs
ofbrokentoilets.“TheserepairsfallundertheMinistryofWorks,
Transport and Communication. We have to wait for ages to
haverepairsdone.Wealsoneedmuchmorefundingtoimprove
theimageofourborderposts.”Gaogosebdefendedhisministry
against a barrage of committee member questions. Committee
memberElmaDiendahad itallagainst the fact thatGrade��
learnershavetositforhoursandwaittobeservedinapplyingfor
IDsandpassports,muchneededdocumentsforfurtherstudies.
“Thisisabigproblem.Learnersmissoutonschoolwork,having
towaitforhours.Theseschoolchildrenaresufferingbecauseof
the weaknesses in the system of issuing these documents. The
ministryshoulddosomethingtodirectlyinvolveschoolsinthe
issuingofthesedocuments.Withregardtoproperlyservingthe
Namibianpublic,surelynotrainingisneeded.Commonrespect
andgoodmannerscanpreventthepublicbeinginsultedbysome
arrogant counter clerks,” Dienda said. In response to this the
PermanentSecretarytoldthecommitteethatthereexistsawill-
ingnessamongofficialstodeliverqualityservices.“Wehavenow
acquired six additional cameras to issue documents at schools
inclosecooperationwithschoolauthorities.Itwillmakethings
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easierbecausethelearnersareconcentratedinoneplace.Asfar
astrainingofofficials isconcerned, it isastep-by-stepprocess,
whichneedssequentialintervention.Iagreesupervisingneedsto
beimprovedonmanagementlevel,”hesaid,informingthecom-
mitteethat20seniorstaffmembershavebeendispatchedtothe
regionstoassistintrainingoftheworkforceoftheministry.De
WaalalsoseriouslyadvisedthatthePermanentSecretaryinform
hisstaff tobewareofandtakecognizanceofthenewanti-cor-
ruptionlaw.“Theyneedtoknowthelawtoprotectthemselves
againstcorruptpractices.Youmustwarnthemseriouslyagainst
receivingbribessuchasmoneyanddiamondringsforfavours,”
towhichGaogosebreacted:“Wecannotstoppersonstakingand
receivingmonies from thepublicoragents.Weonlydealwith
systems todetectbribery.”ThenDeWaalaskedaquestionon
whether the ministry has ever contemplated installing surveil-
lancecameras in itsbuilding.Onthe issueofagentsactingon
behalf of the public in the application of official documents,
De Waal asked the Permanent Secretary pertinently why his
ministry refuses to deal with such agents performing a public
service.“Theexistenceofagentswasbroughtaboutbyourown
inefficiencies.Ifwedoourworkproperly,suchagentswilldiea
naturaldeath. Idon’t see theneed tonegotiatewithagentsat
all,”he responded. JeremiaNambingawascriticalofhis chair-
man’sostensibleprotectionanddefenceof agents. “We should
not applydouble standardson theonehandprotectingagents
andontheotherhandthreateningofficialswiththeanti-corrup-
tioncommission,”Nambingasaid.“Onedoesn’tneedanagentto
corruptcivilservants,butabettersystemofcontrol,”DeWaal
retorted, towhichGaogosebresponded:“Toomuchpressure is
putonasystem,whichisnotproperlyfunctioning,evenparlia-
mentariancommitteesgoingabroadandinurgentneedoftrav-
ellingdocuments. Isn’t thatcorruption too?”Gaogosebwanted
toknow.DeWaalimmediatelyresponded,dubbingallegedpref-
erential treatment for parliamentarians not as corruption, but
asafacilitatingprocess.“IhavecometorealisethatNamibians
don’t respect and or value their official documents. We easily
losethemandtheylandinthewronghands.Furthermore,for-
eignersarealsocriminallyassistedbyNamibianstosecuresuch
documents.Aslongasthistendencycontinues,suchdocuments
willhavenorealvalue.Suchdocumentsneedtobesafeguarded
at all times by the owners,” Gaogoseb admonished the public.
Source: New Era 9 November 2005. 
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IntheSQS,themajorityofbothcostumersandofficialssaidthey
hadnotdirectlyexperiencedcorruptionofanykind.Whilethisisa
promisingfinding,theimageofcorruptionwithintheMinistryneeds
tobeaddressed.Toensuretransparencythegovernmentshouldenable
theAnti-CorruptionCommissiontofullyinvestigatecorruptionclaims
inanopenmanner.Furthermore,anti-corruptionmessagesshouldbe
integratedintotrainingmaterialsandprocedurestoensurethatofficials
understandallissuesrelatedtocorruptionandhowtocombatthem.

Professionalisminthepublicserviceisanoverarchingvaluethat
determineshowactivitiesshouldbecarriedout.Encompassedwithinthe
ideaofprofessionalismareothervaluesthatguidethepublicservice--
suchasloyalty,neutrality,transparency,diligence,punctuality,effective-
nessandimpartiality.Itisclearfromtheresearchthatbothclientsand
officialshadestablishedethicalviewpointsoncorruptionaseachargued
thatcorruptionwasinherentlywrongandneededtobepunishedwhen
encountered.

Commonsuggestionsforsolvingtheproblemofcorruptionincluded
prosecutingthosefoundguiltyofcorruption,increasingsalariesofoffi-
cialstolessensusceptibilitytobribes,discipliningordismissingcorrupt
workersandbetterinformingthepublicabouttheneedtoreportcorrup-
tion.Whileitmaybedifficulttoimplementallofthesuggestionsmade,
theMinistryshouldoperateinatransparentmannerinordertokeep
clientsandthegeneralpublicsatisfiedandtoenhanceperformance.To
assistinthisprocessitisrecommendedthatthissurveyberepeatedevery
thirdyeartomeasureprogressinthefurtherimplementationofpolicies
tobetterservicedeliverywithintheMinistry.
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