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Purpose of this document
This document includes the generic customer care standards for the Depariment of
Social Development. It should be read in conjunction with the approved service

charter of the Depariment

Background

Part 3, paragraph 36(e) of the Public Service Regulation 2016 {as amended) requires
the Executive Authority (EA) of a Department to establish and maintain an operations
management framework which shall include inter alia service standards for all
services. Regulation 37{1) of the PSR 2016 compels the EA to annually publish a service

delivery charter which sets out the departments service standards.

During 2014 the generic customer care standards for the Department of Social
Development was approved. The customer care standards are reviewed on an
annual basis to ensure that it is aligned to improving service delivery. During 2017 the
Standard Operating Procedure for Enquiries/ Complaints/ Citizen Reports were
approved which resulted in amendments to the response times to issues mentioned
herein with the concomitant effect that the approved customer care standards
(2014) needs to be amended.

Consultation

The draft Customer Care Standards document was circulated to all regional offices
and to the SMS staff at head office to obtain comments and inputs. Comments were
received from head office and which were where applicable incorporated in the

document.

Below please find the final Customer Care Standards for approval.
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