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SOCIAL FACILITATION LIFECYCLE: WORKFLOW PROCESS SYSTEMS  
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TO BE

• Use standardized processes with 
templates and SOP’s and adjust 
according to contextual realities

• Attain a state of intelligent service 
delivery

• Rebuild trust through continuous 
communication with stakeholders

• Gain full understanding of community 
needs and priorities

• Continuously measure the satisfaction  
of communities and other 
stakeholders with the practice of 
engagement

• Continuously calibarate the ways and 
means of enagagement based on 
lessons learnt and the needs of 
different communities

BENEFITS

• Provide definite guidelines for sustainable 
social compacts to be formed

• Advance national development goals

• Enable local industrialisation, skills 
development, job creation, broad-based 
economic empowerment

• Ensure regional economic integration across 
all sectors

AS IS

• Fragmented processes

• Poor service delivery 

• Mistrust from community

• No standardisation

• Poor stakeholder engagement, as priorities 
and needs are not understood

• Service delivery protests take place as 
expression of dissilusionment
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SOCIAL FACILITATION PROCESSES AND ACTIONS TO BE TESTED BY THE PMO IN REAL LIFE SCENARIOS 

 

A participative approach in infrastructure development implies that all stakeholders participate in discussions throughout the project lifecycle – meaning 

they have a voice, opinion, needs and priorities that should be respected, valued and facilitated in a progressive and open manner. Through active 

involvement dual accountability, trust, pride and understanding will be built long term. Active participation implies that stakeholders themselves take a role 

in service delivery-making, for instance by proposing alternative project-options based on contextual realities and priorities.  

Engaging communities in service delivery-making is an advanced two-way relation between government and communities (stakeholders) based on the 

principle of an advanced two-way relation between government and communities (stakeholders), a key principle of a partnership.  

Most communities have a detailed and comprehensive understanding of their own problems and needs. However, they are hampered by the limited 

avenues open to them to become involved in planning their development, deciding on appropriate services, and managing their communities.  

The aim of introducing an inclusive standardised end-to-end process of identifying, organising and channelling the efforts of all role players to achieve a 

collective goal (both social and economic) across a project/programme lifecycle is to provide a baseline standard to initiate engagements from.  The 

intent is NOT to provide a “one-size-fits all” way of doing, but rather to use the baseline standards as a mechanism to develop and plan the specific projects 

based on the contextual realities and priorities of the respective communities. By forcing a one-size-fits-all process one assumes that all community 

profiles and thus needs, are the same. 
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1. The document is structured into 3 sections.  

2. Section 1 provides a snapshot of the Social Facilitation Lifecycle and its 5 phases. 

3. The Social Facilitation Lifecycle phases that are to be superimposed over an infrastructure project lifecycle. 

4. The Social Facilitation Model that gives life to the 5 phases of the Social Facilitation Lifecycle are colour coded as follows: 

 Social Facilitation Model 

 Phase 1: Identification 

 Phase 2: Preparation 

 Phase 3: Procurement 

 Phase 4: Implementation 

 Phase 5: Handover & Beyond 

 

5. Section 2 provides the details of 3 processes linked to the 5 phases mentioned above.    

6. The 3 processes, linked to the phases where they are active in, are tabled below: 

 

Process Linked to phase  

Kick-off process Phase 1: Identification 

* Community profile process Phase 2: Preparation 

Continuous engagement 

process 

Phase 2: Preparation 

Phase 3: Procurement 

Phase 3: Implementation 

Phase 4: Handover and Beyond 
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7. *The 4 subprocesses with icons are as follows: 

 

 Sub Process Linked to Phase 

Community 
Profile process 2

 

Phase 2: Preparation 
Phase 5: Handover & Beyond 

Community 
Profile process 

Identify Community Issues                   

  

a

 

Phase 2: Preparation 
Phase 5: Handover & Beyond 

Community 
Profile process 

Collate Social & Economic 
characteristics 

b

 

Phase 2: Preparation 
Phase 5: Handover & Beyond 

Community 
Profile process 

Do Inventory of Community 

c

 

Phase 2: Preparation 
Phase 5: Handover & Beyond 

Community 
Profile process 

Develop Community Profile 

d

 

Phase 2: Preparation 
Phase 5: Handover & Beyond 
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8. Section 3 contains 2 iterative processes which occur throughout the 5 phases of the Social Facilitation Lifecycle. 

9. These 2 iterative processes are highlighted throughout the phases, with an icon, as tabled below: 

 

Build Intelligence Process 

 

Monitoring & Evaluation Process 

 

 

10. The Batho Pele, co-creation and co-ownership principles are embedded in the Social Facilitation Model. 

11.  The manual process flow has a legend that contains icons that are used throughout. 

12. These icons have a meaning as captured in the legend below: 
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Start of process  
1

 

Kick-off process  
Compare data 

source

 

Comparison of data 

 

Continue to next process  
2

 

Community profile process  

 

Data Centre 

 

Next step within process  
3

 

Build intelligence process  

 

Time period 

 

End of process  
4

 

Continuous engagement process  

 

Calendar period 

 

Rejection of process step  
5

 

Monitoring & evaluation process  

 

Graphical information 

 

Data object  Send 

an 

email  
Communication  

 

Finance costs 

 
Data base  

 
Feedback/notification  

 

Market analysis 

 

Data network  
 

Attention  

 

Outputs 

 

Standard operating 

procedures 

 

 

Monitor/review  

 

Effort of activity 

 

Baseline processes  

 

Quality assurance  

 

Analysis of data 

 

Report  

 

Innovation  

 

Publications/reports 
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SECTION 1:  SOCIAL FACILITATION LIFECYCLE OVERVIEW 

 

High level description The Social Facilitation Lifecycle has the following phases 

a. Phase 1:  Identification  

b. Phase 2:  Preparation 

c. Phase 3:  Procurement 

d. Phase 4:  Implementation 

e. Phase 5:  Handover & Beyond 

Frequency Process to be followed for each project that is planned and implemented, resulting in multiple occurrences and driven by steps in the workflows. 

Trigger Infrastructure pipeline 

Input Project identification from infrastructure pipeline – burning need in the community. 

Output Successful application of the 5 phases in the process. The local development plan that identifies the needs and aspirations of the local community and outlines the actions that 
need to be taken to achieve these local planning goals.  

   

NB: After each phase in the process there is a requirement that the following steps be carried out before the next phase follows: 

a. Upload new/additional/changed intelligence into database 

b. PMO perform quality check 

c. Test every step in all the process flows to ensure that the social facilitation system is practical and usable. 

d. This implies a potential calibration of all elements based on real-life application 

Template descriptor  Standards, Templates i.e., baseline process, notifications/feedback, measurements (for monitoring and evaluation).  

SOP descriptor Standardized templates to be used during each phase, to ensure consistency across all projects. This is on the understanding that these standardized templates will be adjusted 

based on the contextual realities. 

 

 

Meetings – face to face/virtual  

 

Principle  

 

External surveys 

 
Community interaction  

 

Communication  
Collect data from 

a user

 

User input 

 

Stakeholders  

 

Schedule meetings  

 

Template 



 

Page 8 of 31 
 

SOCIAL FACILITATION LIFECYCLE
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M
od

el

Selected priorities

How, why, when

Changed contextual realities

Identify potential 

projects
Screen/Select Activate profiling 

Activate 

feedback 

mechanisms

Activate 

monitoring 

Mechanisims

Activate 

standardized social 

facilitation process/

plan

PMO perform quality 

check

Gathering and 

upload intelligence

Community 

Profile process

1
2 4 4 35

Continuous 

Engagement 

Process 

Monitoring & 

Evaluation

5

Continuous 

Engagement 

Process

Build Intelligence 

Process
Monitoring & 

Evaluation Process

Stakeholder 

Engagement 

Strategy

Communication

/Change plans
Collect 

data from 

user

Activate 

meeting 

cycles

Solicit 

community 

priorities

Prepare 

feasibility 

studies 

Unpack project 

intent and value

Discuss potential 

options with 

community

Commence 

co-creation 

exercise

PMO perform 

quality check

Provide 

community with 

co-solution 

project outcomes

Build social facilitation 

parameters into 

procurement process

Calibrate social 

facilitation plan

Update and 

upload 

intelligence

Continuous 

Engagement 

Process

4

Community Profile 

process

2 4 3

Build 

Intelligence 

Process

Transparency 

Principle

Continuous 

Engagement 

Process

4

Monitoring & 

Evaluation

5

Continuous 

Engagement 

Process

Monitoring & 

Evaluation

5

Unpack 

infrastructure 

project life 

cycle

Unpack 

procurement 

process to be 

followed

Articulate 

spin-offs

Unpack 

empowerment and 

local opportunities 

per project type

Upfront clarify 

community 

involvement

Activate 

complaints 

management 

system

PMO perform 

quality check

Handover SF 

baselines to 

appointed service 

provider

Calibrate social 

facilitation plan

Update and 

upload 

intelligence

Continuous 

Engagement 

Process

4

Standard 
Operating 

Procedures

Standard 
Operating 

Procedures

Kick-off process 

Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Communication 

Plan

Monitoring & 

Evaluation

Monitoring & 

Evaluation

5 5

Build Intelligence 

Process

3

Adhere to 

feedback cycles

Engage on 

progress/

challenges

Unpack and 

prioritize 

complaints 

received

Co-solution and 

parking of 

complaints

Commence co-

ownership education 

and communication

Calibrate SF plan 

for next phase

Update and upload 

intelligence

PMO to perform quality 

check

Continuous 

Engagement 

Process

4
Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Commun

ication 

Plan

Complaints Management

 System

Transparency/

Trust/Integrity 

Principles

Co-creation 

Principle

Co-creation 

Principle

Co-

ownership 

principle

Monitoring & 

Evaluation

5
Continuous 

Improvement/

Organic 

Principle

Build 

Intelligence 

Process

3

Monitoring & 

Evaluation

Check in at 

predetermined 

cycles

Unpack concerns 

post project
Analyze concerns

Check validity with 

community
Calibrate community 

profile
Gather and upload 

changed intelligence
PMO to perform quality 

check

Transparency/

Trust/Integrity 

Principles

Continuous 

Engagement 

Process

4

Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Commu

nication 

Plan

Community Profile 

process

2

Build Intelligence 

Process

3

Transparency/

Trust/Integrity 

Principles

Co-

ownership 

principle

Identify Community Issues

Build Intelligence 

Process

3

Organic 

principle

Monitoring & 

Evaluation

5

5

4 Sub Processes:

i) Identify Community Issues

Ii) Collate characteristics

Iii)Inventory of Community

Iv) Develop Community 

Profile

Create and analyzes 

stakeholder profiles
Engaging 

Stakeholders

Identify 

Stakeholders
Measure 

Effectiveness

Calibrate stakeholder engagement ito 

contextual realities

Organic
Intelligent Service 

Delivery
Co-create Co-ownership

Community and stakeholders 

are given Factual evidence 

of co-creation exercise

Organic implies  process is 

driven by set standards 

HOWEVER will be adapted 

based on profile

NEVER STOP 

ENGAGEMENT

Planning 

Engagements
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SECTION 2:  DETAILED PROCESSES LINKED TO EACH PHASE 

 

Phase 1: Identification 

High level description Laying the foundation. This process deals with the steps whilst potential projects are identified for possible conversion. 

Frequency To be tested with pilot 

Trigger Identification of potential projects from pipeline 

Input Community profile process 

Output The community is engaged on what they regard as challenges and priorities - one does not assume to know what the community requires - one moves from facts 

 

Red = Risk / quality check to be performed by PMO. Gap identified _potential solution to be discussed  

Phase 1: Identification overview 
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a
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o
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Selected priorities

Identify potential 

projects
Screen/Select Activate profiling 

Activate 

feedback 
mechanisms

Activate 

monitoring 
Mechanisims

Activate 
standardized social 

facilitation process/

plan

PMO perform quality 

check

Gathering and 

upload intelligence

Community 

Profile process

1
2 4 4 35

Continuous 
Engagement 

Process 

Monitoring & 

Evaluation

5

Continuous 

Engagement 
Process

Build Intelligence 

Process

Monitoring & 

Evaluation Process

Stakeholder 

Engagement 

Strategy

Communication

/Change plans
Collect 

data from 

user

Kick-off process 
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1

 

Kick-off process  

K
ic

k
-o

ff
 P

ro
c

e
s
s

Screen and 

select priority 

requests

PMO Identifies 

potential projects

Revert to pipeline for 

projects waiting to be 

identified

Data from 

multiple sources
Select

Yes/No

Yes

Activate 

Community 

Profiling

No

Establish/Activate 

Feedback 

Mechanisms

Establish/Activate 

Monitoring 

Mechanisms

PMO District Community

Collect data 

from user

Continuous 

Engagement 

Process

Community 

Profile 

Process
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Phase 2: Preparation 

High level description Building on a foundation. This process deals with the steps when potential projects are identified and active co-creation and solutioning takes place with communities and 

solutions. This process is highly focussed on creating a climate whereby all stakeholders are transparently engaged.   

Frequency To be tested with pilot 

Trigger Community profile 

Input Kick-off Process 

Output Change management strategy and plan, communication plan, localisation plan and social facilitation parameters for inclusion in tender specification 

 

 

Phase 2: Preparation overview 

P
h

a
s

e
 2

 :
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re
p

a
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o

n
 

Activate 

meeting 

cycles

Solicit 

community 

priorities

Prepare 

feasibility 

studies 

Unpack project 

intent and value

Discuss potential 

options with 

community

Commence 

co-creation 

exercise

PMO perform 

quality check

Provide 

community with 

co-solution 

project outcomes

Build social facilitation 

parameters into 

procurement process

Calibrate social 

facilitation plan

Update and 

upload 

intelligence

Continuous 

Engagement 

Process

4

Community Profile 

process

2 4 3

Build 

Intelligence 

Process

Transparency 

Principle

Continuous 

Engagement 

Process

4

Monitoring & 

Evaluation

5

Continuous 

Engagement 

Process

Monitoring & 

Evaluation

5Standard 
Operating 

Procedures

Co-creation 

Principle

4 Sub Processes:

i) Identify Community Issues

Ii) Collate characteristics

Iii)Inventory of Community

Iv) Develop Community 

Profile
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2

Community Profile Process  

a) Identify community issues 

Id
e

n
ti

fy
 C

o
m

m
u

n
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y
 I

s
s

u
e

s

Social 

Facilitation 

Team

Kick-off Process

Identify Community Issues/Attitudes/Priorities

Visit Community Identify Stakeholders Identify Sources of Information Review Secondary Sources

Field 

Surveys

Participant 

Observation

Identify issues/

priorities with 

stakeholders

Obtain first 

hand 

knowledge of 

community life

Establish rapport 

with ward 

councilors/

community 

Communicate 

with business 

owners

Involvement 

with NPO s 

active in areas

Determine past 

innovation in 

relevant areas

List entrepreneurial 

activities the 

community 

Document 

existing 

patterns of 

activity and 

interaction

Solicit top 3 

challenges

Determine 

top 3 best 

practics

Determine 

top 3 

priorities

Petition top 

3 

opportunities

All of the above to be 

formally documented

Civic/public 

interest 

groups

Homeowner/

residents 

organization

Community 

base 

organization

Local 

business 

owners

Health 

Community

Religious 

groups/

leaders

National Govt project activity in community

School/

college/

universities

Labour 

Unions

Rural Co-

operatives

Senior 

Citizen 

Groups

Civil Rights 

Organization

Project 

Steering 

Committees

Email

How?

Who?

create 
docs 
for 

future 
use

Public 

Opinion 

Polls

Govt 

hotline 

info

Public 

Hearings

Surveys

Quantitative 

information

Qualitative 

information

Number of 

complaints 

received

Where

?
Household 

Census

Social 

Grant Data

Housing 

Database

Research by disciplines

Municipal Satisfaction Tool

Stats SA

COGTA

SALGA

Municipal 

IQ

Auditor 

General

Cities 

Network

Where

?

a

b
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Community Profile Process  

b) Collate social & economic characteristics 
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o
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te
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&
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m
ic

 

c
h

a
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c
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s
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c

s

Population 

and growth 

trends

List Demographics

Info 

from?

Collate 

characteristics

Age 

Distribution

Average 

Household 

size

Ethnic 

Composition

Average 

Household 

income

Language

Low 

Income 

population

Concentration 

of special 

groups

List Economic Factors

Growth 

Trend

Info 

from?

Major 

employers

Housing

Religious

/ethnic

Elderly

Women

Youth

Persons 

with 

disability

Unemployment 

rates and trends

Labour 

Force

Workforce 

characterization

Informal

Formal

Illegal

Low 

Income 

housing

Number of 

structures

Number of 

inhabitants

Type

Age

Condition

Type

Demand

People 

accommodated 

during last financial 

year

Availability

Dominant 

business 

sector type

Industries

Social 

responsibility 

projects in 

community

b

a

c
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Community Profile Process  

c) Do inventory of community 

D
o

 I
n

v
e

n
to

ry
 o

f 
C

o
m

m
u

n
it

y

Activate Inventory of Community/Area Features - Collection of information 

Health Care 
Hospitals

Clinics

Civic Centres

Location

Services 

provided

Historic/

cultural 

facilities

Location

Description

Assign 

significance

Role in 

community

Services 

provided

Educational 

facilities

Primary

Secondary

College

University

Vocational

Services offered to 

members/general 

public/community 

activities

Size of building

Services for 

residents

Type of institution

Location

Age

School district 

boundary

Size

Condition of 

structure

Student enrolment

Public 

Services

Location of 

facilities

Jurisdiction of 

services

Religious facilities

Location of 

emergency 

routes

Flushable 

toilets

Running Water

Emergency 
services

Postal services

Library

Law enforcement

Public 
Assistance

Fire 
Protection

Ambulance 
services

Description

Recreation 

Facilities
Location

Public Park

Community 
Centre

Private Facility

Indoor vs. 
Outdoor

Amenities 
available

Availability

Operational 
hours

Membership 
eligibility

Programs offered

Time of year

Condition of 
structures/
facilities

Commercial 

facilities

Formal

Informal

Restaurants

Shopping areas

Businesses

Groceries stores

Street vendors

Spaza shops

Informal trading 
hubs

Community 

Services
List existing 

businesses

List land use 

characteristics

List cultural 

resources

List transport 

characteristics

List aesthetic 

resources

Trees/Parks

Historic 

landscapes

Heritage Sites

Indigenous 

characteristic

c

d

b
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Community Profile Process  

d) Develop community profile 

D
e

v
e

lo
p

 C
o

m
m

u
n
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y

 P
r
o

fi
le

Development of 

the Profile
Compile written summary

Using data 

from.... Summarize highlights of baseline 
condition assessment

Demographic 

statistics

Community 

history

Community 

structure

Community 

infrastructure

Natural 

Sources

Environment

Livelihoods Agriculture

Local 

institutions Conservation

Water

Prepare base maps of key information

Social 

characteristics

Economic 

characteristics

Growth trends

Notable features in 

study area

Past and present 

details of service 

protests

Top 3 community 

priorities

Overlays

Eg. GIS

Technology

Produce high level 

snapshot

Produce socio 

economic inventory 

map

d

3

Continuous 

Engagement

Build 

Intelligence
c
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Phase 3: Procurement 

High level description Engagement is inclusive, appropriate to the needs of the community, and commensurate with the scale and complexity of the proposed project. Identify and address potential 

barriers upfront with the community, being open about how their priorities will be phased within budget constraints and cycles or within social compacts with local businesses 

and commence discussions on what it means to take ownership once the project has been completed. 

Frequency To be tested with pilot 

Trigger Co-created project 

Input Community profile 

Output Social facilitation standards handed over to service provider (overall principles, governance and standards) 

 

Phase 3: Procurement overview 

P
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s

e
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r
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c
u

r
e

m
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n

t

How, why, when

Unpack 

infrastructure 

project life 
cycle

Unpack 

procurement 

process to be 
followed

Articulate 

spin-offs

Unpack 

empowerment and 

local opportunities 
per project type

Upfront clarify 
community 

involvement

Activate 

complaints 

management 
system

PMO perform 

quality check

Handover SF 

baselines to 

appointed service 
provider

Calibrate social 

facilitation plan

Update and 
upload 

intelligence

Continuous 
Engagement 

Process

4

Standard 
Operating 

Procedures
Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Communication 

Plan

Monitoring & 

Evaluation

Monitoring & 

Evaluation

5 5

Build Intelligence 

Process

3
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Continuous Engagement Process 

C
o

n
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n
u

o
u

s
 E

n
g

a
g

e
m

e
n

t

Identify 

Stakeholders 

Organic Co-create Co-ownership Intelligent Service 

Delivery

Continuous Engagement End to End Process

Start

Create & analyze 

stakeholder 

profiles

Planning 

Engagements

Engaging 

Stakeholders

Measure 

Effectiveness 

(Re)defining 

stakeholder 

engagement strategy 

based on contextual 

realities

Who 

How

Use data 

captured in 

community 

profiling

Social Requirements

Why What

Stakeholder 

Profiles Document

Stakeholder 

Map

Stakeholder 

Profiles

Stakeholder 

Register

Stakeholder 

Priorities 

Matrix

What are emerging concerns

 that need to be addressed

Communication 

Plan

Change

Plan

When

Plan for who 

will lead the 

engagement/

to whom with 

key 

messages 

and channels

Action 

requiredIs the engagement process 

making a difference?

What are

 the results

Review

Health Check

How

Method of analysis 

– is it producing the 

required data

Changes in 

stakeholders? if 

yes 

adjustments to 

be made

Feedback received-  

Plan to be 

adjusted?

Is the engagement 

process effective?

Stakeholder 

Engagement 

Strategy

Templates, 

feedback 

notification, 

SOP s, to be 

adapted 

according to 

each project 

requirement

Community 

Profile

Build 

Intelligence
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Phase 4: Implementation 

High level description Consistent, targeted, and intentional engagement to build trust and make it easier for the community and stakeholders to actively participate. 

Frequency To be tested with pilot 

Trigger Project activation 

Input Change Strategy and training plan 

Output Building community capacity and stronger relationships  

 

 

Phase 4: Implementation overview 
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Adhere to 

feedback cycles

Engage on 

progress/

challenges

Unpack and 
prioritize 

complaints 

received

Co-solution and 

parking of 

complaints

Commence co-

ownership education 

and communication

Calibrate SF plan 

for next phase

Update and upload 

intelligence

PMO to perform quality 

check

Continuous 

Engagement 

Process

4
Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Commun

ication 

Plan

Complaints Management

 System

Transparency/

Trust/Integrity 

Principles

Co-creation 

Principle

Co-

ownership 

principle

Monitoring & 

Evaluation

5
Continuous 

Improvement/

Organic 

Principle

Build 

Intelligence 

Process

3

Monitoring & 

Evaluation

5
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Continuous Engagement Process 
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t

Identify 

Stakeholders 

Organic Co-create Co-ownership Intelligent Service 

Delivery

Continuous Engagement End to End Process

Start

Create & analyze 

stakeholder 

profiles

Planning 

Engagements

Engaging 

Stakeholders

Measure 

Effectiveness 

(Re)defining 

stakeholder 

engagement strategy 

based on contextual 

realities

Who 

How

Use data 

captured in 

community 

profiling

Social Requirements

Why What

Stakeholder 

Profiles Document

Stakeholder 

Map

Stakeholder 

Profiles

Stakeholder 

Register

Stakeholder 

Priorities 

Matrix

What are emerging concerns

 that need to be addressed

Communication 

Plan

Change

Plan

When

Plan for who 

will lead the 

engagement/

to whom with 

key 

messages 

and channels

Action 

requiredIs the engagement process 

making a difference?

What are

 the results

Review

Health Check

How

Method of analysis 

– is it producing the 

required data

Changes in 

stakeholders? if 

yes 

adjustments to 

be made

Feedback received-  

Plan to be 

adjusted?

Is the engagement 

process effective?

Stakeholder 

Engagement 

Strategy

Templates, 

feedback 

notification, 

SOP s, to be 

adapted 

according to 

each project 

requirement

Community 

Profile

Build 

Intelligence
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Phase 5: Handover and Beyond 

High level description Creation of long-term networks of association 

Frequency To be tested with pilot 

Trigger Completion of infrastructure project 

Input Complaint’s system, satisfaction measurement 

Output Engaged communities 

 

Phase 5: Handover and Beyond overview 

 

P
h

a
s

e
 5

 :
 H

a
n

d
o

v
e

r 
&

 B
e

y
o

n
d

Changed contextual realities

Check in at 

predetermined 

cycles

Unpack concerns 

post project
Analyze concerns

Check validity with 

community

Calibrate community 

profile

Gather and upload 

changed intelligence

PMO to perform quality 

check

Transparency/

Trust/Integrity 

Principles

Continuous 

Engagement 

Process

4

Communication

/Change plans

Stakeholder 

Engagement 

Strategy

Commu

nication 

Plan

Community Profile 

process

2

Build Intelligence 

Process

3

Transparency/

Trust/Integrity 

Principles

Co-

ownership 

principle

Identify Community Issues

Build Intelligence 

Process

3

Organic 

principle

Monitoring & 

Evaluation

5
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2

 

Community Profile Process 

Id
e

n
ti

fy
 C

o
m

m
u

n
it

y
 I

s
s

u
e

s

Social 

Facilitation 

Team

Kick-off Process

Identify Community Issues/Attitudes/Priorities

Visit Community Identify Stakeholders Identify Sources of Information Review Secondary Sources

Field 

Surveys

Participant 

Observation

Identify issues/

priorities with 

stakeholders

Obtain first 

hand 

knowledge of 

community life

Establish rapport 

with ward 

councilors/

community 

Communicate 

with business 

owners

Involvement 

with NPO s 

active in areas

Determine past 

innovation in 

relevant areas

List entrepreneurial 

activities the 

community 

Document 

existing 

patterns of 

activity and 

interaction

Solicit top 3 

challenges

Determine 

top 3 best 

practics

Determine 

top 3 

priorities

Petition top 

3 

opportunities

All of the above to be 

formally documented

Civic/public 

interest 

groups

Homeowner/

residents 

organization

Community 

base 

organization

Local 

business 

owners

Health 

Community

Religious 

groups/

leaders

National Govt project activity in community

School/

college/

universities

Labour 

Unions

Rural Co-

operatives

Senior 

Citizen 

Groups

Civil Rights 

Organization

Project 

Steering 

Committees

Email

How?

Who?

create 
docs 
for 

future 
use

Public 

Opinion 

Polls

Govt 

hotline 

info

Public 

Hearings

Surveys

Quantitative 

information

Qualitative 

information

Number of 

complaints 

received

Where

?
Household 

Census

Social 

Grant Data

Housing 

Database

Research by disciplines

Municipal Satisfaction Tool

Stats SA

COGTA

SALGA

Municipal 

IQ

Auditor 

General

Cities 

Network

Where

?

a

b
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C
o

ll
a

te
 S

o
c

ia
l 

&
 E

c
o

n
o

m
ic

 

c
h

a
ra

c
te

ri
s

ti
c

s

Population 

and growth 

trends

List Demographics

Info 

from?

Collate 

characteristics

Age 

Distribution

Average 

Household 

size

Ethnic 

Composition

Average 

Household 

income

Language

Low 

Income 

population

Concentration 

of special 

groups

List Economic Factors

Growth 

Trend

Info 

from?

Major 

employers

Housing

Religious

/ethnic

Elderly

Women

Youth

Persons 

with 

disability

Unemployment 

rates and trends

Labour 

Force

Workforce 

characterization

Informal

Formal

Illegal

Low 

Income 

housing

Number of 

structures

Number of 

inhabitants

Type

Age

Condition

Type

Demand

People 

accommodated 

during last financial 

year

Availability

Dominant 

business 

sector type

Industries

Social 

responsibility 

projects in 

community

b

a

c
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D
o

 I
n

v
e

n
to

ry
 o

f 
C

o
m

m
u

n
it

y

Activate Inventory of Community/Area Features - Collection of information 

Health Care 
Hospitals

Clinics

Civic Centres

Location

Services 

provided

Historic/

cultural 

facilities

Location

Description

Assign 

significance

Role in 

community

Services 

provided

Educational 

facilities

Primary

Secondary

College

University

Vocational

Services offered to 

members/general 

public/community 

activities

Size of building

Services for 

residents

Type of institution

Location

Age

School district 

boundary

Size

Condition of 

structure

Student enrolment

Public 

Services

Location of 

facilities

Jurisdiction of 

services

Religious facilities

Location of 

emergency 

routes

Flushable 

toilets

Running Water

Emergency 
services

Postal services

Library

Law enforcement

Public 
Assistance

Fire 
Protection

Ambulance 
services

Description

Recreation 

Facilities
Location

Public Park

Community 
Centre

Private Facility

Indoor vs. 
Outdoor

Amenities 
available

Availability

Operational 
hours

Membership 
eligibility

Programs offered

Time of year

Condition of 
structures/
facilities

Commercial 

facilities

Formal

Informal

Restaurants

Shopping areas

Businesses

Groceries stores

Street vendors

Spaza shops

Informal trading 
hubs

Community 

Services
List existing 

businesses

List land use 

characteristics

List cultural 

resources

List transport 

characteristics

List aesthetic 

resources

Trees/Parks

Historic 

landscapes

Heritage Sites

Indigenous 

characteristic

c

d

b
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D
e

v
e

lo
p

 C
o

m
m

u
n

it
y

 P
ro

fi
le

Development of 

the Profile
Compile written summary

Using data 

from.... Summarize highlights of baseline 

condition assessment

Demographic 

statistics

Community 

history

Community 

structure

Community 

infrastructure

Natural 

Sources

Environment

Livelihoods Agriculture

Local 

institutions Conservation

Water

Prepare base maps of key information

Social 

characteristics

Economic 

characteristics

Growth trends

Notable features in 

study area

Past and present 

details of service 

protests

Top 3 community 

priorities

Overlays

Eg. GIS

Technology

Produce high level 

snapshot

Produce socio 

economic inventory 

map

d

3

Continuous 

Engagement

Build 

Intelligence
c
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4

 

Continuous Engagement Process 

C
o

n
ti

n
u

o
u

s
 E

n
g

a
g

e
m

e
n

t

Identify 

Stakeholders 

Organic Co-create Co-ownership Intelligent Service 

Delivery

Continuous Engagement End to End Process

Start

Create & analyze 

stakeholder 

profiles

Planning 

Engagements

Engaging 

Stakeholders

Measure 

Effectiveness 

(Re)defining 

stakeholder 

engagement strategy 

based on contextual 

realities

Who 

How

Use data 

captured in 

community 

profiling

Social Requirements

Why What

Stakeholder 

Profiles Document

Stakeholder 

Map

Stakeholder 

Profiles

Stakeholder 

Register

Stakeholder 

Priorities 

Matrix

What are emerging concerns

 that need to be addressed

Communication 

Plan

Change

Plan

When

Plan for who 

will lead the 

engagement/

to whom with 

key 

messages 

and channels

Action 

requiredIs the engagement process 

making a difference?

What are

 the results

Review

Health Check

How

Method of analysis 

– is it producing the 

required data

Changes in 

stakeholders? if 

yes 

adjustments to 

be made

Feedback received-  

Plan to be 

adjusted?

Is the engagement 

process effective?

Stakeholder 

Engagement 

Strategy

Templates, 

feedback 

notification, 

SOP s, to be 

adapted 

according to 

each project 

requirement

Community 

Profile

Build 

Intelligence
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SECTION 3:  REPETITIVE PROCESSES WHICH OCCUR THROUGHOUT ALL 5 PHASES: 

 

Build Intelligence Process 

 

High level description Continuous collection of data from multiple sources to build intelligence on every district in South Africa 

Frequency To be tested with a pilot 

Trigger Disillusioned communities 

Input Community profile 

Output Community profile 
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Build Intelligence Process  

3

 

 

B
u

il
d

 I
n

te
ll

ig
e

n
c

e
 M

o
d

e
l

S
o

u
r
c
e

s
 o

f 
d

a
ta

Sources of 

Information/Data

Collate Social & 

Economic 

Statistics

Visit 

Community

Inventory of 

Community/

Area 

Features

Identify 

Stakeholders

Develop Community Profile & Interface between local government, business and community 

Develop Profile

Government

Business

Community

Sources of data   who or what provide the data 

Practical Method – face 

to face interaction
Regular/Timely 

Database

Feasible and cost 

effective source

Relevant for 

intention of use

Primary Data from concerned 

organization,  i.e. admin, budget, 

policy strategies, personnel, surveys, 

interviews and direct observation

Secondary Data mainly from external 

sources i.e. survey data,, financial 

market data, demographic health 

survey data

Templates for each requirement

Community 

Profile

Continuous 

Engagement

Example of template to collect data

Build Baseline 

Information
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Build Intelligence Process continued 

3

 

 

B
u

il
d

 B
a

s
e

li
n

e
 i

n
fo

rm
a

ti
o

n

DATA CENTRES 

TO STORE 

INTELLIGENCE

Key Requirements for building and using baseline information 

Data 

Collection

Responsible 

for collection of 

data

Data Collection 

Method

Frequency of 

data collection

Cost and effort 

to collect data

Effectiveness 

of data 

analysis 

Sources of 

data

Effectiveness 

of data 

reporting

Effectiveness 

of data usage
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Monitoring & Evaluation Process 

 

High level description Process to ensure that social facilitation enables socio-economic transformation 

Frequency To be tested with pilot 

Trigger Complaints, protests, quality 

Input PMO analysis 

Output Calibration 
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Monitoring & Evaluation Process 

5

 

 

M
o

n
it

o
ri

n
g

 &
 E

v
a

lu
a

ti
o

n Design, Build and Sustain a Results-Based Monitoring and Evaluation System

1 2 3 4 5 6 7 8 9 10

Agreeing on 

outcomes to 

Monitor & Evaluate

Selecting Key 
Indicators to 

Monitor  

outcomes

Improvement – 

Define Results 
Targets

Purpose of 
Evaluations

Using Findings

Baseline data on 

Indicators-where 

are we today?

Monitoring for 

Results
Reporting Findings

Sustaining the 

system within the 

organization

Conducting a 

Readiness 

Assessment

All Documents & templates to 

be adapted according to each 

project requirement
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M
o

n
it

o
r
in

g
 &

 E
v

a
lu

a
ti

o
n

 

c
h

a
r
a

c
te

r
is

ti
c

s

EvaluationMonitoring

Clarifies 

program 

objectives

Links activities 

and their 

resources to 

objects

Translates 

objectives into 

performance 

indicators and 

sets targets

Routinely collects 

data on these 

indicators, 

compares actual 

results with targets

Reports 

progress to 

managers and 

alerts them to 

problems

Assesses specific 

causal to 

objectives 

contributions of 

activities to results

Examines 
implementation 

process

Explores 
unintended 

results 
(deviation to 

process)

Provides lessons, highlights 
significant accomplishment 
or program potential, and 

offers recommendations for 
improvement

Analyzes why 
intended results 

were or were 
not achieved

 


