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STANDARD OPERATING PROCEDURE FOR WALK IN CLIENTS AT THE DSD HEAD OFFICE
Introduction

It has become necessary to adapt the existing procedures to deal with client enquiries and/or complaints
that arrive either physically or telephonically at the Department’s head office at 14 Queen Victoria Street,
Cape Town with respect to service delivery and other social development related matters. This is especially
the case with respect to clients who arrive at the offices without bona fida appointments with staff housed
in the building.

Where clients indicate that they have appointments, the Customer Care Assistant (security??} contacts the
relevant staff member who will then come down to the foyer and escorts the client to the meeting. On no
account are members of the public allowed to enter through the turnstiles without the relevant staff
member in accompaniment.

Where clients present with complaints, but no scheduled appointment with the Minister or Ministry
officlals, the DD: Customer Care and/or the ASD: Customer Care must be contacted by the Customer Care
Assistant to deal with the issue if the Jast mentioned cannot. Where issues of social security are concerned,
the DD and/or ASD must make contact with the relevant ministry officials, obtain the information from said
officials ~ if such information is available - and pass this onto the client.

On no account must any clients be sent to the Ministry if they do not have a bona fida appointment with
the Minister and/or Ministry officials.

The attached Annexure A outlines the process to be followed by the Customer Care Sub-Programme in
dealing with walk in clients requiring services from the DSD. Annexure B contains the enquiry template
that currently is in electronic form, but will be loaded onto ECM so that one template can be populated by
all four staff members who have been identified as integral to this pracess - Customer Care Assistant; DD:
Customer Care; Assistant Director: Customer Care; Deputy Director: Customer Care and the Assistant
Director: f Director: Business Planning & Strategy

Dr & Macdonald

Head of Department

pate: 1016 -08- 13
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