
Chapter 11
MONITORING AND EVALUATING IMPLEMENTATION PLAN

“Monitoring and evaluation is the life-blood of sound and efficient planning 
and implementation… to improve the quality of life of all South Africans and 
ensure that South Africa contributes to a better Africa and a better world.”

The Presidency, Policy Unit, 2005
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Proposal–Monitoring the 

Implementation Plan for the Service 

Charter for Victim of Crime 

(the Victims’ Charter)

Gender Directorate, Department of Justice and 

Constitutional Development, August 2007

Should the Victims Charter be reviewed and amended? In its

submission1 to the Department of Justice, Resources Aimed 

at the Prevention of Child Abuse and Neglect (RAPCAN) – 

an NGO based in, the Western Cape – strongly recommends

that the Victims Charter should be amended because of the

language used in the Charter, which contains ‘qualifications

and limitations’. In considering the above question, one should

be cognisant of the fact that the Victims Charter has not been

implemented systematically. The result is a lack of baseline data

to define measurable monitoring and evaluation indicators to

necessitate review. 

Government’s five-year National Implementation Plan

provides an opportunity for monitoring initiatives proposed

by departments in an attempt to realise victims’ rights. 

All government departments have included monitoring

activities. Some departments have considered how to give

meaning to the ‘complaints’ section as contained in the Victims’

Charter and have included an automated complaints system

a website where complaints can be logged and monitored.

They are conducting research to explore best practices. 

The implementation plan is significant, as it demonstrates the 

commitment of departments to address some of the inevitable

challenges of the implementation of the Victims’ Charter.

Monitoring the five-year National Implementation Plan will

address the challenges of implementation by responding to

inefficiency and rewarding good practices. However, the value

of monitoring lies in the commitment of all departments to

use monitoring to improve the lives of all victims of crime. 

Monitoring results should be implemented by departments

and inform future planning.

The Gender Directorate of the Department of Justice and

Constitutional Development, as lead agent for the Victims

Charter, was tasked with the following:

standards

the Interdepartmental Committee

to the JCPS and Development Committee

In fulfilment of its mandate of monitoring and evaluating 

implementation, the Gender Directorate presents a draft 

proposal for discussion. The proposal draws from a number 

of sources:

framework

secondary research)

Public Service Commission and NGOs

implementation

The draft proposal is presented in this book as a demonstration 

of government’s commitment to improving services through 

monitoring. The aim is to use the proposal as a basis for 

engagement with other government departments and NGOs. 

It is anticipated that the proposal will be finalised at the 

beginning of 2008 so as to produce a comprehensive report at 

the end of 2008. Monitoring and evaluation is crucial to how we 

demonstrate our concern for victims of crime. As articulated 

by the Policy Unit of the Presidency, 

“monitoring and evaluation is the life-blood of sound and efficient 

planning and implementation…. to improve the quality of life of all 

South Africans and ensure that South Africa contributes to a better 

Africa and a better world.2

a) Unpacking the draft proposal

Monitoring and evaluating the implementation of the five-

year National Implementation Plan should be achievable, given 

the current institutional framework for monitoring. In 2004, 

Cabinet approved a government monitoring and evaluation 

system. In developing the system, the Presidency acknowledged 

that individual government departments included monitoring 
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and evaluation as one of their key functions. A limitation 

cited by the Presidency on departments’ monitoring is the 

‘inadequate and underdeveloped’ nature of monitoring, 

although departments expressed a willingness to improve. 

Through government’s programme of action, all departments 

have a responsibility to provide reports according to defined 

reporting cycles. The system seeks to achieve an integrated 

approach to monitoring and evaluation. In addition, the system 

recognises the institutional agencies that have a monitoring and 

evaluation mandate, such as the Public Service Commission 

and the Chapter 9 institutions established specifically for 

monitoring victims’ rights, the Commission on Human Rights 

and the Commission on Gender Equality. The system also 

recognises the important role of stakeholders in effective 

monitoring. Civil society organisations, particularly those that 

have spent years offering services to victims of crime, are 

critical because they have a wealth of experience in monitoring 

government – from legislation and policy to service delivery. 

In an attempt to include civil society organisations in 

developing a monitoring framework, the Department of 

Justice and Constitutional Development put out a public 

call for submissions in June 2007. It requested civil society 

organisations to provide submissions on ‘proposals of how 

civil society can monitor the implementation of the Victims’ 

Charter’. In addition, it also requested Chapter 9 institutions, 

specifically the Commission on Human Rights and the 

Commission on Gender Equality, to present submissions on 

how they would monitor the implementation plan.  

The Department conducted secondary research to find 

different models of monitoring implementation plans and 

human rights. Lessons were drawn from countries such as 

Ghana, where the Ministry of Local Government used local 

NGOs in its participatory methodology for monitoring.3

With these tools, it could begin to develop a draft model 

for monitoring the implementation of the Victims’ Charter 

that will benefit victims of crime, and ultimately feed into 

government’s objective of crime reduction. The draft is to be 

presented to various stakeholders and should be completed 

by the end of 2008.

b) Conceptual framework – defining monitoring and 

evaluation

The premise of the proposal is the distinction between

monitoring and evaluation. Both are integral to planning and

accountability. The distinction is that the systematic results from

monitoring are used to inform evaluations. For purposes of the

proposal, monitoring is used. 

Within any subject matter, a plethora of definitions exist of 

monitoring and evaluation. Drawing from definitions in the

government monitoring and evaluation system, the Public

Service Commission, the World Bank, and various other sources, 

five key elements are essential in defining an understanding of 

monitoring and evaluation in the sense of the Victims’ Charter 

implementation:

former is continuous and intrinsically linked to planning 

and evaluation, whereas the latter is time-bound and 

determines the relevance, efficiency, effectiveness, impact 

and sustainability of programmes and projects

to improve service delivery

good/best practices) and building capacity

or pre-determined standards

Defining what should be monitored

The five-year National Implementation Plan identifies activities, 

deliverables, milestones and budgets for each of the victims’

rights. All departments should use the plan to draft progress

reports when monitoring implementation. The Gender 

Directorate will compile annual reports, using reports from

departments. Most of the departments’ implementation plans

include inputs and outputs, but no clearly defined outcomes. 

This provides a challenge and is the obvious impetus for the

draft proposal. Some of the departments have, for example, 

included ‘400 trained employees’ as a measurable indicator. It

is possible to measure whether 400 employees were trained

and to use training workshop attendance registers as a means

of verification. It is not possible, however, to measure the

quality of the training or the use of the training to improve

victims’ situations. 
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In addition to departments monitoring their own progress, a 

proposal is made for a collective (departments, commissions

and NGOs) to use a rights-based monitoring4 framework 

to monitor implementation. Rights-based monitoring uses a 

set of integrated performance indicators that, as measures

of inputs, processes, outputs, outcomes and impacts5, should

clearly demonstrate what is intended to be measured. 

Indicators should be defined according to what each right 

aims to achieve. 

Using the model of the Public Service Commission6, the 

proposed indicators are as follows:

MONITORING AND EVALUATING IMPLEMENTATION PLANALUATING IMPLEMENTATION PLAN

Table 2: Suggested Indicators

Right
Indicator

Quantity – Numbers
Performance – Accessibility

Fairness, dignity and privacy Victim friendly waiting rooms

Offer information Victim impact statement
Police statement
Parole board statement

Receive information Communication material

Protection Witness protection

Assist
Victim Friend
Help Desk
Referral system

Compensation Implementation of CPA

Restitution Number of applications made

Through consultation with the collective, it is anticipated that 

all will participate in the development of indicators so as to 

ensure effective monitoring.

In addition to monitoring departments’ set and integrated 

indicators, rights-based monitoring (RBM) can be used. RBM

measures the dimensions of change, for example, changes in

the accountability of the duty-bearer, equity and participation

of rights holders, and 7changes in the realisation of a specific 

right. The use of RBM is not to the exclusion of other 

monitoring frameworks. Its usefulness, particularly in the

context of victims’ rights, is to measure the right as a whole 

and not only one aspect of the right. The Justice Department

would measure performance against departments’ indicators

and measure changes in accountability, equity and participation. 

For example, changes in equity could be measured. Information

disaggregated by sex, race, employment, etc would reveal

information that would be lost in the measure of other 

indicators. Essentially, RBM goes beyond what activities are

proposed in the implementation plan to addressing questions

of impact and sustainability.

RBM facilitates monitoring the systematic functioning of the 

criminal justice system in its implementation of victims’ rights. 

In monitoring functioning, individual cases could be monitored, 

but it would not reveal conclusive findings. Individual cases of a 

similar type would be monitored to identify trends. Two types 

of group cases would be monitored: vulnerable groups of 

victims (children, women, refugees, persons with disabilities, 

etc) and types of crimes (domestic and sexual violence, 

murder, house-breaking etc).

Given the fact that victims often don’t report or complain, 

multiple sources would be used:

reports)
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Monitors

South Africa’s monitoring system includes government 

departments, Chapter 9 institutions and civil society 

organisations. Institutions such as the Public Service 

Commission, and the Commission on Human Rights and 

the Commission on Gender Equality have been instrumental 

in monitoring government and the private sector. Both 

these commissions are members of the Interdepartmental 

Committee, and have access to the information of government 

departments. In addition, the commissions receive complaints 

from the public and NGOs, and are therefore in a unique 

position to monitor implementation. In their submission 

(included in this chapter), the commissions have set out how 

they will monitor implementation.

In line with its constitutional mandate, the Commission on 

Gender Equality will develop gender monitoring mechanisms. 

When monitoring implementation, the commission will ensure 

that the monitoring process is gender-sensitive. In addition, all 

indicators and targets will be gender-sensitive. 

The mandate of the Human Rights Commission is to promote, 

protect and monitor human rights. Using its complaints-handling 

system, the commission will monitor the implementation plan 

at both national and provincial level. Marginalised groups, such 

as older persons, non-nationals, children, and persons affected 

with HIV/Aids, who are victims of crime, will be prioritised 

in the way in which departments provide activities for the 

realisation of their rights. The commission will report to 

Parliament on its monitoring.

Other structures, such as Parliamentary monitoring committees 

and the media, have an important role to play in monitoring 

implementation. The draft proposal makes recommendations 

on using all existing structures to share information and hold 

departments accountable.

Proposals from NGOs on monitoring

All NGO submissions contained proposals for monitoring 

to involve all stakeholders, particularly victims of crime. 

NGOs, who are regarded as ‘representing’ victims, have called 

for the inclusion of victims in monitoring. The Restorative 

Justice Centre and the KwaZulu-Natal Stakeholder Summit 

made proposals for customer satisfaction surveys – ‘voices 

of victims’ – and the Thohoyandou Victim Empowerment 

Programme proposed that victims should be directly involved 

and that qualitative interviews (research) should be used when

monitoring implementation. 

Monitoring that is linked to a complaints system at service

centres (NICRO and Rape Crisis) was a common proposal

made by NGOs. As the Justice and Women Organisation

stated, ‘monitoring services with no feedback mechanism

are ineffective’. Complaints systems should be in place in all

departments, at courts, police stations, health care facilities

and one-stop centres. NGOs stressed the importance of a

feedback mechanism, either oral or written.

The involvement of NGOs in monitoring is viewed as

partnership. Proposals made included joint planning sessions

between government departments and NGOs in developing

and sustaining monitoring. Intergovernmental task teams at

both national and provincial level should be established to

facilitate effective planning, monitoring and feedback.

Partnerships between government and NGOs have an

additional benefit, as NGOs have more human resources for 

monitoring. Volunteers play an important role in managing

information and they can be trained to be part of monitoring

teams. Although caution was raised about the current state

of volunteers and the need not to over-rely on them, NGOs

acknowledged that volunteers could also manage the reporting

required to make monitoring effective. NGOs such as the

Trauma Centre for Survivors of Violence and Torture and the

Network of Trauma Rooms have proposed to provide training

to volunteers.

Two proposals were made on monitoring instruments by the

National Institute for Crime Prevention and the Reintegration

of Offenders (NICRO) and Resources Aimed at the Prevention

of Child Abuse and Neglect (RAPCAN). A feedback form

was developed by the Justice Department and the minimum

standards for victim services were revised. The standards will

define indicators that can be measured. The submission of the

revised standards is based on the different standards produced

by departments8.

Draft proposal for national and provincial
monitoring 

The model begins by providing a clear understanding of 

what monitoring the implementation plan means. The

implementation plan is presented over a five-year period. 
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This would mean that monitoring linked to planning should

be done on an annual basis. Monitoring reports should be

completed before government begins its annual strategic

planning sessions. The evaluation of services could be done after 

five years and could begin the process for addressing questions

about a review of or amendment to the Victims Charter.

Each department has defined indicators: allocated budgets 

(input) and activities. In the absence of baseline data, performance 

targets and standards cannot be set. Monitoring by measuring 

results in 2008 will assist to set baseline data. Using integrated 

indicators and RBM, it is possible to measure additional 

indicators to those set out in the implementation plan. 

Illustration1: Monitoring proposal

Department Indicators – 

Annual Reports

Integrated Indicators

RBM

Structure

National Consortium: 

Government, Commission on 

Human Rights, Commission on 

Gender Equality, and civil society

System Methodology

Mandate

Management

Accountability

Government Programme of 

Action: Project cards

NGO Monitor Report

Annual Stakeholder Summit

Departments are to monitor implementation using indicators

as defined in their plan. Each department is to submit bi-

monthly progress reports to the Gender Directorate, as chair 

of the National Inter-Departmental Committee. The Gender 

Directorate is to submit quarterly reports to the National

Development Committee (and JCPS) and make input into

the Government programme of Action project card (the

Presidency). Departments are to compile annual reports. 

The National Monitoring Consortium is to monitor using

integrated indicators and RBM. Quarterly reports are to

be compiled and presented to Parliamentary Monitoring

Committees and the public.

Other issues to consider in finalising the monitoring 

proposal:

Consultation and approval from key principles and 

all stakeholders 

Funding for monitoring: meetings, training of monitors, 

workshops, dissemination of information

Consultative forum: agreements, methodology, indicators, 

time frames, monitoring database

Establishing and sustaining the monitoring team: identifying

training needs, developing monitoring plan

Collation of information: victim survey, case monitoring

Dissemination of information: workshops, media

conference

Strategic planning session: develop plans informed by

monitoring report

1  Call for Submissions, July 2007

2  The Presidency. 21 June 2007. Development Indicators Mid-Term Review

3 Derby, B and Dorway, A. June 2007. District-based poverty profiling, mapping and 

pro-poor planning as a monitoring and evaluation tool, Ghana Ministry of Local 

Government 

4 Theis, J. 2006. Rights-Based Monitoring and Evaluation – Discussion Paper, Save the 

Children, April 2003 and  Rule-of-Law Tools for Post-Conflicts State: Monitoring Legal 

Systems, UN High Commission for Human Rights 

5 World Bank. 2004. Monitoring and Evaluation: Some Tools, Methods and 

Approaches, 

6  Public Service Commission. March 2006. Second Consolidated Public Service 

Monitoring and Evaluation Report, 

7 Davies, R and Dart, J. 2005. The ‘Most Significant Change’ (MSC) Technique – 

A Guide to Its Use, United Kingdom

8 NPA, Social Development
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South African Human Rights 
Commission
Introduction

The South African Human Rights Commission (the 
Commission) was centrally involved in the drafting and 
finalisation of the Victims’ Charter. It recognised the rights of 
victims of crime as human rights and, given the high incidents 
of crime in our country, it was appropriate for the commission 
to ensure that its mandate derived from the Constitution also 
focused on advancing the rights of victims of crime. In this 
regard, the commission hosted a seminar on the Victim’s 
Charter in March 2006 to which a variety of stakeholders 
were invited. The commission also hosted a successful national 
conference on crime and human rights during March 2007, 
and appointed a coordinator for human rights and crime 
to streamline, coordinate and drive the activities of the 
commission in relation to human rights and crime, as well as 
to provide support in the commission to develop a human 
rights-based response to crime.

In responding to the challenges of the Victims’ Charter, the 
commission has chosen an approach to ensure that the work 
relevant and arising out of the charter is integrated into all its 
functions in accordance with its core mandate of promoting, 
protecting and monitoring human rights. 

The activities of the Human Rights Commission vis- 
à-vis the charter

Protection

The commission will, in accordance with its complaints-handling 
system, continue to receive and accept complaints from victims 
of crime arising out of any breach of the rights as set out in 
the charter. In this regard, the commission will use its powers 
to assess and, where appropriate, investigate those claims with 
a view to providing appropriate redress for such complainants. 
This capacity will be available at the national office of the 
commission, but also at all of its provincial offices.

Promotion and awareness

As part of its mandate of promoting human rights, the
commission will endeavour to incorporate in its training
workshops issues around victims’ rights and this will form part
of its general education and awareness outputs. In addition, 
since the commission from time to time produces publications, 
including posters, information leaflets and other material on
particular areas of rights, it may well dedicate a poster/leaflet
to the area of victims’ rights. 

Special interest groups and marginalised groups

The commission has appointed special coordinators in the
area of HIV/Aids, older persons, non-nationals and children. 
In this regard, the Commission will endeavour to ensure that
the work of the various coordinators includes a component of 
assessing the implementation of the charter in respect to those
particular marginalised groups and/or communities. 

Monitoring

The commission has a general monitoring mandate and in this
regard will play a role in monitoring the overall implementation
of the Victims’ Charter. While it is not envisaged that the
commission will have the capacity to monitor all aspects of 
the charter at a national level, it will in due course develop a
specific monitoring regime in respect of the Victims’ Charter as
part of its overall monitoring mandate. 

General

As an independent institution, the commission obviously
welcomes the implementation of the Victims’ Charter and has
indicated a willingness to work with various organs of state and
government agencies to advance the imperatives of the charter, 
but it also retains its right and ability to report independently
to Parliament, to whom it is accountable in respect of all of its
activities relevant to the charter. This, however, will not preclude
the commission from sharing such information and reports
with government departments, including the Department of 

Justice or other relevant departments. 

Jody Kollapan

Chairperson of the South African Human Rights Commission
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The Commission on Gender Equality
The Commission on Gender Equality (CGE) is an independent
statutory body, established in terms of section 187, Chapter 9
of the Constitution of South Africa. The powers and functions
of the CGE are detailed in the Commission on Gender Equality
Act  1996, (Act 39 of 1996). In terms of Section 11(1), the CGE
must:

monitor all organs of society to ensure that gender equality r
is respected, protected, developed and attained;

Parliament and other authorities;

monitor South Africa’s progress towards gender equality r
and compliance with international norms; and

as well as with civil society, to promote gender equality.

Institutional arrangements for monitoring the 
implementation of the Victims’ Charter

The CGE participated in the Interdepartmental Task Team, 
chaired by the Department of Justice and Constitutional
Development, in the development of the Victims’ Charter. 
The Interdepartmental Committee will monitor the
implementation of the Victims’ Charter against the Victims’ 
Charter Five-Year National Implementation Plan. The CGE
will conduct the monitoring of the implementation of the
Victims’ Charter in terms of its constitutional mandate; that 
is to monitor and develop, where necessary, effective gender 
monitoring mechanisms for public and private institutions to
ensure the appropriate implementation of gender-sensitive
strategies, policies and programmes. 

Gender equality monitoring globally and nationally

A number of monitoring and evaluation systems are applied
at global level to measure aspects of progress made regarding

women empowerment and gender equality. It is important to 
the CGE to take these instruments into account in designing 
its gender-specific national monitoring and evaluation system. 
Various gender-responsive instruments are utilised for this 
purpose. These instruments measure and enhance compliance 
with macro-policy frameworks (international and national), 
including the following:

Concern

concluding comments in June 1998

Declaration

and Development and BAW+C Addendum

in South Africa’s National Gender Policy Framework

Principles underlying monitoring conducted by the 
CGE

There is a strong link between planning and monitoring, as 
planning or planned objectives or outcomes provide the basis 
for monitoring and are valuable in the benchmarking process 
towards implementing programmes. Consequently, the CGE’s 
data collection instrument and the ultimate monitoring and 
evaluation system should monitor quantitative and qualitative 
indicators of progress, and should enhance accountability, 
particularly on distinct commitments regarding women and 

gender equality. 

The CGE will monitor the implementation of the Victims’ 

Charter on the following levels:

delivery

customs and beliefs

The following government departments will be monitored 

in terms of their commitments made in the Five-Year 

Implementation Plan:
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Each government department will be monitored over a period 

of five years by means of a set of qualitative and quantitative 

indicators relating to the input and output of its interventions, 

as well as the outcome and impact of these. Specific indicators 

will be developed in respect of each of the following areas of 

monitoring:

gender-responsive victim support

support

the five-year plan

of gender-responsive victim support

providers

implementation

The development of these indicators will be a participative

process, and each government department will be engaged in

gender-responsiveness in each of the following areas of the

Victims’ Charter Implementation Plan:

Charter

Joyce Seroke 

Chairperson of the CGE
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