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PREAMBLE

Purpose of this document

This document is part of the system for managing compiaints and enquiries in the Department at a Regional and

Programme Leve!
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INTRODUCTION

In September 2012 the DSD approved its first Enquiries and Complaints Management Standard
Operating Procedure. The scope of the latter was to deal with, “All enquiries and complaints
received via fax, email and letter at the Department of Social Development (DSD) from a Citizen or
escalated on behalf of the Citizen from: Presidency; Office of the Premier of the Western Cape;
Public Protector; Standing Committees; Other Government Departments or Institutions; Political
Party; Non-Government Organisations; Community Based Organisations and Faith Based
Organisations” (See Appendix A}.

The advent of the Department of the Premier’s (DotP} EG4C Call Centre around 2011 and the
diversion of enquiries, complaints and reports by citizens directly to regional offices necessitated
the development of an additional standard operating procedure to deal with this new customer
care intervention. This standard operating procedure results from a need to ensure that the
issues, concerns and requests raised by citizens are addressed timeously, that the content of the
records so generated are relevant to the issue at hand, that client confidentiality is maintained
where and when it matters and, that these records are appropriately safeguarded.

The need for this standard operating procedure was also reinforced by an Internal Audit report in
December 2016 that found there were no defined processes to dealing with complaints relating to
sub-standard or no service delivery, reports by citizens and/or requests for information and,
although a draft standard operating procedure for complaints engquiries management existed, it
did not provide sufficient guidance on how to deal with the logging, prioritization and reporting of

these issues.

In order to facilitate easy access to the document, the sections for the Regions and Programmes
have been colour coded.

SCOPE OF THIS DOCUMENT

The processes described in this document apply to the managing of enquiries, complaints and
reports by citizens emanating from the DotP’s EG4C Call Centre. It does not include the procedure
for dealing with enquiries or complaints received by the Office of the Head of Department or the
Ministry of Social Development. Neither does it include the procedure for dealing with walk in
clients at the Department’s Head Office. The standard operating procedures for dealing with these
are attached as Appendices A and B respectively. The need to however, to coordinate the three

procedures are self-evident.

The safe guarding of evidence relating to the resolution of cases is not dealt with in this standard
operating procedure. Current practice is to upload the emails detailing progress with respect to
resolving cases onto the EG4C Call Centre System. This evidence is available via the EG4C
Directorate in DotP. This practice must continue until the Department develops its solution.



DEFINITIONS

Citizen Reports

Complaint

Enoguiry

Generic Escalations

PERM Escalations

The instance where a citizen uses the Call Centre to report a matter
considered by the citizen to endanger either the physical or emotional
weillbeing of the caller or another person. In the case of the latter, the
person can either be known or not known to the caller. All cases of this
nature involving children, women and older persons are considered to be
potentially life threatening and a priority and require response from the
DSD within 36 hours of being reported. Examples include allegations of
child, older person and women abuse as well as reports of children on
the street.

The instance where a citizen expresses dissatisfaction with the quality or
standard of a service offered by the Department.

The instance where a citizen requests information about social
development related issues.

These are calls, emails or letters dealing with issues from Citizens to that
the DotP Call Centre are unable to resolve. The issues raised by citizens
are however, not deemed to pose a threat to the physical or mental
wellbeing of the citizen or any other person. These calls are then directed
to the relevant Regional/Programme Office and must be addressed with
the citizen, within 10 working days of receipt from the Call Centre.
Generic escalations however, automatically become PERM cases if they
are not resolved within the 10 working day period.

The acronym PERM stands for Priority Escalation and Resolution
Management. These are calls, emails or letters from Citizens that are
considered by the Call Centre agents to be a potentially life threatening
event either to the person calling in or to someone identified by the
caller. They involve incidents or perceptions by Citizens that harm could
be, or is being inflicted, on children, older persons and women — target
groups deemed to be most vulnerable. These calls are not sent directly to
Regional Offices. If the Call Centre cannot deal directly with it, these calls
are escalated to the DSD Head Office and must be addressed within 36
hours of this escalation.



ROLES AND RESPONSIBILITIES
Chief Director: Business Planning and Strategy

1. Provide strategic guidance with respect to the implementation of the EGAC Call Centre based
Enquiries and Complaints at Regional and Programme Level

2. Ensures the development and review the policy related to enquiry and complaints management
and the Departmental standard operating procedure for the EG4C Call Centre based Enquiries
and Complaints at Head Office, Regional and Programme Level

3. Reports progress on call resolution and any other pertinent issues to the DSD Management

Committee as required.
Regional/Programme Director

1. Manage the implementation of the SOP at Regional/Programme Level
2. Monitor and manage the resolution of the Enquiries and Complaints at Regional/ Programme

Level
3. Ensure the resolution of complaints, enquiries and citizen reports in accordance with the

standard operating procedure
Deputy Director: Customer Care {DD: Customer Care)

1. Reviews and where necessary, proposes amendments to the SOP for the EG4C Call Centre
based Enquiries and Complaints at Head Office, Regional and Programme Level.

2. Develops and tests the tools for monitoring call resolution
3. Trains relevant staff in the implementation of the standard operating procedure

Assistant Director: Customer Care {(ASD: Customer Care)

1. Escalates PERM cases to the relevant Region or Programme using the standard operating
procedure

2. Updates PERM call tickets on the Call Centre System as per the standard operating procedure

3. Tracks and reports on the progress with respect to the resolution of PERM and Generic
escalations per regional office.

4, Monitors the implementation of the Enquiries and Complaints at Regional and Programme
Level according the Customer Care Norms and Standards across the Department

5. Provides written reports in the approved format on the progress with respect to call resolution
at the Regional and Programme Level to the Chief Director: Business Planning & Strategy

6. Attends monthly meetings with the EG4AC Call Centre and addresses any challenges relating to
system and/or standard operating procedure implementation.

Programme Implementation Coordinator {PIC Manager and CCO supervisor)

1. Manage the enquiries and complaints system at Regional and Service Delivery Area level with
the relevant Social Work, Community Development and/or Corporate Services Managers.

2. Ensures that CCO implements the standard operating procedure, tracks and reports on the
cases sent to the Region via the EG4C Call Centre system

3. Ensures that written feedback on the progress with respect to the resclution of PERM cases are
submitted to the ASD: Customer Care as per the SOP



4. Ensure that Generic cases are resolved and updated timeously on the Call Centre system in
accordance with the standard operating procedure

Social Work Manager/Community Development Manager/Corporate Services
Manager/Programme Manager (Head Office)

1. Ensure that PERM and Generic calls are resolved

2. Ensure that calls are assigned to the appropriate staff member for resolution.

3. Ensure that calls are followed up with Citizen who reported the issue within the standard
operating procedure time frame.

4, Ensure that assigned staff members report on progress with the call within the time frames
established by the relevant Customer Care Standard and the standard operating procedure.

5. Ensure that email reports indicating progress with respect to cail resolution are timeously
submitted to the PIC Manager (CCO’s supervisor)/Regional Director/Head Office Programme
Director and contain the relevant and pertinent information as set out in the standard

operating procedure
Customer Care Officer {CCO}

1. Daily checking of Call Centre System and assessing whether the call can be resolved with or
without the intervention of a third party.

2. Resolving calls that do not require third party intervention and updating call tickets as
determined by the Customer Care norms and standards and the standard operating
procedure.

3. Dispatching calls to the relevant regional or local office official, tracking progress with respect
to resolution and updating call tickets as determined by the standard operating procedure

4, Monthly reports to management on the status of call resolution in region.



SUMMARY OF THE STANDARD OPERATING PROCEDURES AT REGIONAL AND PROGRAMME
LEVEL

1. A Call Centre system generated email alert wili be sent to the relevant regional CCO or the
ASD: Customer Care - depending on whether it is a generic or PERM escalation. It is thus
imperative that the CCO or ASD: Customer Care check their emails and the system daily, but
preferably three times a day to see what call tickets have been assigned.

2. Assess each call centre ticket and either:
» Resolve the call i.e. make contact with the citizen and provide the necessary information

and assistance or;

o Refer the call via email to the appropriate official {If necessary, telephone the official as
well) indicating the due date for response.

3.  Update the call ticket by including a summary of the actions taken and whether it was
referred. If referred, then include the name and contact details of the staff member to
whom it has been referred for resolution.

4. If nofeedback is provided by the person to whom the call had been referred within the
approved time frames (see time frames in the standard operating procedure hereunder),
follow up telephonically and confirm the follow up via email. This process must be followed
for all calls that you have not marked as resclved.

5.  Update the call ticket, summarizing the actions that you have taken. If the official has
responded to your email, include their response in your update and where the issue has
been finalized, mark the ticket as resolved.

6. Incases where there is no feedback within the stipulated time frame, escalate the matter to
the relevant supervisor via email and include the Regional/Programme/Chief Director.
Indicate in this email the number of times (don’t send all the emails} and the dates on which
contact has been made with the official to whom the call has been referred. Indicate the due
date for resolution of the call as stipulated by the time frame in the SOP.

7. Update the call ticket with the feedback received and if it has been resolved, mark the ticket
as resolved on the Call Centre System. In cases where the call was sent directly to the
Region, the CCO will mark the ticket as resolved.

If it was a PERM case, then the CCO/Sub-Programme Manager must send an email to the
ASD: Customer Care at Head Office, indicating whether or not the call has been resolved
and, if not resolved, what still needs to be done and by whom. The ASD: Customer Care will,
using the information in the email update the system by either marking the ticket as

resolved or on hold but updated.
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' Department; Social Development

: Directorate: Operational Management Support
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Electronic Reference Number: 20120926-1185%
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] DEPARTMENT OF THE
| PREMIER

S B

]

SIGN-GFF AND ACCEPTANCE FORM

|, Annemie van Reenen the undersigned, hereby endarse that the attached deliverables are an accurate and true
reftection of the following business processes, which were collaboratively developed.

o Enquirles/Complalnis Management.

Signed af CAPE TOWN on this, the M‘g(, . day of the month of . QQ‘-’ ....... e 20152,

For and on behalf of the Client:

Process Owner. Director Operafions Management Support

or level, with the core responsibility to ensure thot o specific scope and mandate of fhe

B ner is r Mai
service area is identified, modelled, mamfafned implemented, performance monitored and continuously improved.)
NAME: Ly o Yon cn— DATE: \\ \ C:\ 2NTE
pOSITION: Do, o O 2’5 ceede N 'N\omaMN &'—-—\\\\a\(—h
SIGNATURE: ——-—
Dir r Process Design and Improvement:

ey é ‘ ( [ / ' .

NAME: B e CErY Lapud 52 DATEL J L Qe 172,
POSITION: N A ey o

SIGNATURE:

MW{_ DATE; U!/OI}L“




SMNDARD DPERAI!DNAI FROC EDURE (SOP).

Enquiries/Complaints Management

___'_gguigﬁgg Pollcy -
Gurdeﬂne B a Pfoceg_ézg
Conshiuhon of ihe Republlc of South Africa, No 108 of 1994;

- The Promofion of Adminisirative Justice Act, No 3 of 2000:

- The Promotion of Access fo Information Act, No 2 of 2000:

- Public Service Regulations, 2001;

- White Paper on the Transformation of the Public Service, 1995;

- White Paper on Transforming Public Service Delivery (Batho
Pele), 1997
Code of Conduct for Public Servants, 2002

Frrst Draft.

' Delegated Authority _ ‘ Date
cﬁmmencemeni oW

Date

Apﬁiovm Date |
REVISION mswnp

Resoluﬂon Number or

Minutes Reference -

‘anlslﬁm Ref No,

-| Promoting a standard, uniform and consisfent approach to
resolve and respond to enquiries and compliaints received at the

Department of Social Development, within a reasonable

tumaround iime.

All enquiries and comploints related comrespondence received via

1 fax, e-mail ond letter at the Department of Social Development

from a Cifizen or escalated on behalf of the Cifizen from:

®  Presidency;

¢ Office of the Premier of the Western Cape:

¢ Public Protector;

¢ Standing Committees;

o Other Governmertt departments or institutions:

s Political Party;

L

&

]

1.0intent .-

Non-Govemmental Organisations;

Community Based Organisations; and

Faith Based Organisations,
The implementafion of Enquiies/Complaints Management
processes to resolive and respond to received enqguiries and
complaints within @ reasonable turnaround fime, resulting in
Client/Clitizen satisfaction.
4.1  Definitions:

* Adminisirative, refers to policy or legisiative matters;
Category, refers to the comespondence received, if it is
classified as an enquiry or as g complaint;
o Complain, means on expression of discontent, regret or
o Gyt S e & faulttinding;
&8 Beii_niﬂgnsj pod A(:ronyms “7 |+ Comrespondence, refers to wiitten communication e.g. letters
' or complaint forms received via fax, e-mail or hand/vost
delivered;
Client, refers to the Cilizen who is entitled and/or receives the
benefits and services from the Depariment of Social
Development;
Delegaled Official: Office of the Minister, refers to the official




assigned to dedl with enquires and complaints received:

e Delegated Officiak Office of ihe Head of Dapartment, refers to
the official ossigned to dedl with enquiries and complaints
received;

s Delegated Official: Relevont Chief Directorate or Relsvant
Regional Directorate, refers to fhe dedicated responsible
official assigned fo deal with enquiies and compiuints
received at a Chief Directorate or of the Regional Office:

e Enquiry, means a request with the aim of augmenting
knowledge, resalving doubt, or solving a problem;

¢ Matter, refers to the wiitten enquiry or complainis received, as
well as other supporting documentation and files;

¢ Ministerial correspondence, refers fo written communication
e.g. leliers or compidint forms received and registered ot the
Office of the Minister of Social Development;

¢+ Head of Depardment comespondence, refers to wiitten
communication e.g. lefters or complaint forms received and
registered at the Office of the Head of the Department of
Social Deveiopment;

o Not relevant enquiry or complaint, is not applicable to the
functions and services provided by the Department of Social
Development and refers to funchions and services provided by
other Government departments or institufions e.g. Department
of Justice, Department of Heallh etc.

o Operational, refers to service delivery matters;

Relevant enguiry or complaint, is applicable to the funclions
ond services provided by the Department of Social
Development;

= Staff reloted, refers to a specific official/s;

Type, refers {o the correspondence received, if the enquiry or
complaint is administrafive referring to policy or legislative
matters; operafional referring fo service delivery matters; or if it
is staff related, refering to a specific official/s.

4.2 Acronyms:

EMTS: Electronic Management and Tracking System
HOD: Head of Department

| MEC: Member of Executive Council

540 Princinlas

51 Pincinles:

* Al enquiries or complaints correspondence received via fax,
e-mail and letter from a Cilizen or escalated on behalf of the
Citizen from the Presidency: Office of the Premier of the
Western Cape; Public Proiector; Standing Commilteas: Other
Government departments or institutions; Politicai Party; Non-
Govemmental Crgonisations; Communily Based
Organisations; and Faith Bosed Organisafions wik  be
registered and attended tfo.

¢ All enguiries or complainis corespondence received will be
captured on the EMTS.

s Acknowledgement of receipt on all enguides or complaints
correspondence will be finalised within 24 hours.

» First (1Y) response or progress report lo the Cilizen to be
finglised and submitted to the Citizen three days afier the
investigation commencss.

s Final response {2n) to the Cilizen in terms of complaints
received to reach the Office of the HOD or MEC seven days
after the investigation commences.

i




All officicis will ensure the validity ond accuracy of information |
in response to enquires or complaints.

Al information will be treated as confidential.

Correspondence submitied to the Citizen in the format it was
received, e.g. via e-mail or letter. Method of fax will enly be
utiised if confirmed that the response will reach the Citizen

directly.

[ 4.8 Beipansioliiy

=]

Delegated Official: Office of the Minister

Delegated Official: Office of the Head of Depariment

Registry

o

Conduct pre-screening of conespondence (enquiies and
complainls} recelved: - Relevance to the funclions of the
Department:  delermine  category  and  type  of
corespondence.

Ensure that all enquiries or complaints received are captured/
registered on the EMTS.

Ensure that all correspondence received ond not relevant to
the Department of Social Development be forwarded 1o the
appropriate Government Department or institution within 24
hours of receipt.

Acknowledgement of receipt is finalised ond send to the
Citizen within 24 hours of receipt.

All matiers relevant to the Department of Social Development
will be escalated to the Office of the Head of Social
Development within 24 hours of receipt,

Conduct screening of comespondence (enguiies and
compiaints) received: - Relevance to the funclions of the
Department;  determine  calegory and  type of
correspondence.

Ensure that all enguiries or complainis received/ escalated are
acknowledged on the FMTS.

Ensure  distribution list in place to assist in identifying
appropriate  component/respondent/dedicated official to
aftend to enquirias or complaints received.

Determine the 1% and 2 response dates and upload
information on the EMTS.

Escalate matter fo the relevant component/ respondent/
dedicated official.

Collating, presenting and distibuting EMTS information for
reporting and trends analysis purposes.

Cpen file in accordance with Records Management policies
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Activity

Control

Relevance to Department's
functions or services

Whio

* Type

» Category
o Enquiry
PrEErach o Compiaint Um&mmorwa
coespondence ©fype : | Official: Office of
o Adminisirative {Policy/ | Minister
Legisiation)
o Operciional {Service |
Deliveny :
e o_Staff Relcied
¢ Allocated! System
- Reference number Delegated
2. Mhﬂc_.m matisr on » Correspondence 1o be Cfiicici; Cffice of
t scanned and unloaded Minister
e _i_QnioSystem S A
Forwara i Delegoied i
_ 3. | correspondence to Uploaded correspondence | QOfficiai: Office of
relevant Department i Mirisier
: Ty
Send " (heknovtedomentof | Dslegotec
4. >n.§0<<,mqm3m3 j[e’ w. eceipt] on EMTS O%mwwgmn Office of
Citizen 2 Em._i_‘m 24hours Minister
= Printed corespondence
5. | File correspondence s Printed EMTS Regisiry
N documentiaiion =T
e Allocatad Svsiem
. Reference number !
5. | Copiure matter on t o Correspondence to be | nUuMMmuﬂwuan ce of
T EMTS scanned ond uploaded 1 7. !
N . Minister A
onio System
¢ Escalate on EMTS
w * Category Dedicated !
5 | Screen o Enquiry Official: Office of
| correspondence e Complaint ciak Qifice of |

HOD

q:_.n_:m:_u_c_.__,. Time

Within 24hcurs
of receipt

w_
f

i
13
i
i

=
i

e —

Activity Output

Correspondence Pre-

screened

o Not Relevant,
proceed to next
step.

¢ Relevant, proceed
to step 6.

Matter captured

Comespondence
forwarded o relevant

Departrment

Acknowledgement
sent

T

H

H
i
i

Correspondence filed

Correspondence
registered

Correspondence
screened
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the Minister

to next siap
o Noi approved, refey
back to step 12
* Approved report Delegated
i5. Wm%Nom_ Mo_,_.so_ Letter to * Signed Formal Response | Official: Relevant Formal Letter sent
Letier _ Component
o All relevant documents to
be uploaded on EMTS Um“mmo.*ma
16. | Update EMTS Official: Relevant EMTS updated
* Escalate to all relevant Component
stakeholders omp
Delegated
. Official: Chief
7. Compile Letter Case Notes Directorate or Formal Letter compiled
Response Regional
N Directorate
s  Case Notes
18. | Sign Formal Letter * Formal Letter Chief Director Formal Letter signed
s EMTS information
Delegated
Upload signed Formal | Signed Formal Letter O.m_n_o: Chief Singed Formal Letter
19. Directorate or
Letter on EMTS Regional uploaded
Directorate
Delegated
. Official: Chief
20. mm.ao_ Formal Lefter to Signed Forma Letter Directorate or Formal Letter sent
Citizen Regional
Directorate
Delegated
Official; Chief
All relevant documents :
21. | Update EMTS uploaded on EMTS WMMMM%K or EMTS updated
Directorate
Delegated
22. | Close matter on EMTS MMWMWE system fields Official: Office of | Within lday Matter closed
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o5ty : b © ogf - e BT R e — DIRECTORATE PROCESS DESIGN AND
B e e e Vi i i s P S o e IMPROVEMENT
+ Maintain Ministerial Office Enquiries/Complaints System ‘ " | September 2012 |  Version .00 ]

7 e e T nment -

-i4- _ ot S ui..m.uu._ | ﬂ

- # - Printed
[=8 =4
o :.W.. @ . torrespondence
me .m mm . Printed EMTS
850 i documentation
‘spio ]

Relevant to department’s functions or services

mmﬂmmm_ﬂﬂcrd o Allocated System
*  Complaint Reference number
Type + Correspondence to
= Administrative %o:ﬁb...»m_m_mzoa be "Mnﬂzﬁmn and no:muuo..“nmznm "
*  Operational (Service Delivery} » uploaded on System el v
* __ Staff Related . :
[

o Escalate on EMTS

i am . W { ~ Standard letter
3 e &l e {Acknowledgems
I m. = ] nt of Receipt) on
8= _ ETMS
.'-l v ._ -lmlilEﬂHﬂ“"j— . I
4 Mﬁ ﬁ 5 - Cu“omnm..n *  Within 24 hours
-0 o] ¥ dEnquires and Complaints related ‘AEEECE
@ E 1] Corespondence received via n
) el Fax, E-mall, Letter ®  Allocated System Reference s 1"and2™
i pm number rasponse due date
g o Correspondence 1o be determined
] .O : scanned and uploaded onto a EMTS updated
-5 System b : .
A
CE:
£
el
B
i =

Category

. Enquiry

) Complaint

Type

- Administrative (Policy/
Legistation)

*  Operational {Service Delivery)

s Staiff Related

(7

, Office of the HOD |

»  Standard letter (Acknawledgement of
Receipt} on EMTS

2  EMTS updated

] Within 24 hours
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* Maintain Ministeriai Office Enquiries/Complaints System — Process Value Chain

-L4-

DIRECTORATE PROLCESS DESIGN AND i
IMPROVEMENT ”

e e

Version L.00

F o ratie L
[ g et

@
X
H

b e RS e

MEC

MEC

Offica o

e o £ LTS S S S

STANDARD LETTER

INFORM AND MONITOR

!

i

aF
I

Dadicatzd O

<

Acknowledgement

EMTS - HOD

Citlzen .
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~ Maintain Ministerial Office Enquiries/Complaints System — Process Value Chain

-14-

DIRECTORATE PROLESS DESIGN AND
IMPROVEMENY

September 2012 . Version 1.00

WA LY e m
P o i e |

Chief Director

_—

PRSI

Chisf Directorate - Head Office .

Delegated Official

s

EMTS
{MEC/HOD)

FORMAL LETTER

F[tizen _
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Regional Direcier
A
4

Lhiaf Birectorate: Regiona]

£

g

: RECTNY wl.q.ﬁlij,lu,m RGN — > \\\J
M i N
b [Ty e 3 EMTS

Dalegated Officlal

FORMAL LETTER

it st e s
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14 Queen Victoria Street
Cape Town

STANDARD OPERATING PROCEDURE FOR WALK iN CLIENTS AT THE DSD HEAD OFFICE

Intraduction

It has become necessary to adapt the existing procedures to deal with client enquiries and/or complaings
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 soclal development related matters. This fs especially
the case with respect to clients who arrive at the offices without bona fida appointmenis with staff housed

in the building.

Where cliants 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 meegting. On no
account are members of the public allowed to anter through the turnstiles without the relevant staff

member In accompaniment.

Where clients presant with complaints, but no scheduled appointment with the Minister or Minlstry
officlals, the DD; Custorner Care and/or the ASD: Customer Care must be contacted by the Customer Care
Assistant to deal with the Issue if the last mentioned cannot. Where issues of sacial 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 zny clients be sent to the Ministry if they do not have a bona fida appointment with
the Minister andfor Ministry officlals,

The attached Annexure A outlines the process to be followed by the Customer Care Sub-Programme In
deating with walk in clients requiring services from the DSD. Annexure B contains the enqulry 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 identifled as integral to this process - Customer Care Assistant; DD:
Customer Care; Assistant Director: Customer Care; Deputy Director: Customer Care and the Assistant
Director: Director: Business Planning & Strategy

Prit Macdonald

Head of Department

Date; Zmﬁ -08- 18
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Head of Depariment
Emall: Roberi. Mocdonaid@wesierncope.gov.zo
fel: +27 214834762/3083 fax: +27 21 483 8379
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ENQUIRIES: M Johnson

AMENDMENT TO THE HEAD OF DEPARTMENT APPROVED STANDARD OPERATING PROCEDURE fsop) FOR
WALK N CLIENTS AT DSD HEAD OFFICE

ADDITION TO POINT 3 OF THE S0P

* Where the customer care assistant assess that a complaint is best handied by the Customer Care Unit, the
former will make contact with either the ASD: Customer Care or the DD: Customer Care and request
assistance In dealing with the lssue at hand. The first respendent in this instance will be the ASD: Customer
Care. Where the ASD: Customer Cara is not in office or In a meeting, the matier will be dealt with by the

DB0: Custorner Care.”

Dr Robert Macdongld
Head of Depariment

Date: 515 -1-08

71 Fioor, 14 Queen Viclora Streel, Cape Town, B031  Private Bag %9112, Cope Town, 8000
tel: +27 483 3085  fax: +27 21 483 5077 wWww westemncape go.v.za






Directorate: Operational Management Support

Western Cape
Government Lusanda.Booi@westerncape gov.za

tel: +27 21 483 3125 fax; +27 483 4783

Socia Development

B T — I Ry .~ L

REFERENCE: 3/3/2/4/4 & PN: 50042238

ENQUIRIES: Ms Lusanda Booi

Mr D Holiey
Director: Finance

Through the Chief Financial Officer: Financial Management

APPOINTMENT: ACTING CHIEF FINANCIAL OFFICER DIRECTOR

1. In ferms of section 32 of the Public Service Act, 1994 (as amended), you are hereby directed to
temporarily perform the duties attached to the post of Chief Financial Officer, with effect from 13
July 2017 until 18 July 2017.

2. You are herewith mandated to perform all the management functions, duties ond responsibilities,
attached to the post of Chief Financial Officer for the above-mentioned period.

3. Please indicate in writing whether you accept the appointment as indicated above by
completion of the aftached annexure. On completfion kindly retum tfo the Directorate
Operational Management Support, attention Ms Lusanda Booi, for further processing.

4. You are reminded that the appointment fo this acting position does not assign you the legitimate
right to either the full term of the acting assignment or that of the permanent post, which
eliminates any legal disputes against the depariment.

5. It should aiso be noted that this acting will be without remuneration.

Yours faithfully

Adv Albert Fritz

Minister for Social Development

bate: 1(/0;[&0(}

11th Floor, 14 Queen Victoria Street, Cape Tawn, 8001 Private Bag X9112, Cape Town, 8000
tel: +27 483 9392 fax: +27 21 483 4783 www. westerncape.go.v.za






