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LIST OF ACRONYMS AND ABBREVIATIONS

“Dlo"

“DEDAT*

“HOD"

nlo"

“MEC"

“PAIA”

“PFMA”

“POPIA”

“PSA"

“Regulator”

“the Constitution

“WCG"

Deputy Information Officer

Department of Economic Development and

Tourism (the Department)

Head of Department

Information Officer

Member of the Executive Committee

Promotion of Access to Information Act, 2000

Public Finance Management, 1999

Protection of Personal Information Act,2013

Public Service Act, Proclamation 103 of 1994

Information Regulator

Constitution of the Republic of South Africa,
1996

Western Cape Government
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PURPOSE OF THE PAIA MANUAL

The aim of PAIA is to foster a culture of transparency and accountability by public and
private bodies and assist in realising South Africa’s goals of an open and participatory
democracy. PAIA also gives effect to the right of access to information and actively
promotes a society in which any person has effective access to information. This will

enable any person to fully exercise their rights.
This PAIA manual can be used by members of the public to -

check the nature of the records which may already be available at the Department
of Economic Development and Tourism (DEDAT), without the need for submitting a

formal PAIA request.
understand how to make a request for access to a record of the DEDAT.

obtain all the relevant contact details of the persons who will assist the public with the

records they infend to access.

be aware of all the remedies available from the DEDAT regarding a request for access

to the records, before approaching the Regulator or the Courts.

obtain a description of the services available to members of the public from the DEDAT,

and how to gain access to those services.

obtain a description of the guide on how to use PAIA, as updated by the Regulator

and how to obtain access to if.

know if the DEDAT will process personal information, the purpose of processing of
personal information and the description of the categories of data subjects and of the

information or categories of information relating thereto.

know if the DEDAT has planned to transfer or process personal information outside the
Republic of South Africa and the recipients or categories of recipients to whom the

personal information may be supplied.
know whether the DEDAT has appropriate security measures to ensure the

confidentiality, integrity and availability of the personal information which is to be

processed.
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ESTABLISHMENT OF THE DEPARTMENT OF ECONOMIC DEVELOPMENT AND TOURISM

The DEDAT is a provincial structure within the public service which is established in terms
of section 197 of the Constitution. The PSA which gives effect to section 197 of the
Constitution provides in section 7 thereof for the establishment of provincial

departments.

Objectives/Mandate
Constitutional mandate

Schedule 4 of the Constitution lists functional areas of concurrent national and

provincial legislative competences. Those areas which are relevant for the DEDAT are:

e Consumer Protection
e Industrial Promotion
e Tourism

e Trade

Schedule 4B of the Constitution identifies Local Tourism as a local government matter
of concurrent National and Provincial legislative competence, to the extent sef out in
sections 155(6)(a) and (7) of the Constitution.

Vision
The Department’s vision is for the Western Cape to achieve breakout economic
growth, with an economy that is sustainable, resilient and diverse - generating

confidence, hope, and opportunities to thrive.

Mission
To be an economic leader, influencer and contributor in driving economic growth for

jobs, enabling businesses to thrive in the Western Cape.

STRUCTURE OF THE DEPARTMENT OF ECONOMIC DEVELOPMENT AND TOURISM AND
FUNCTIONS

See next page
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4.2

Functions

PROGRAMME 1: ADMINISTRATION
Purpose

To provide leadership, strategic management in accordance with legislation,
regulations, and policies and ensure appropriate support service to all other
programmes.

Programme structure

Sub-programme 1.1: Office of the Head of Department

To manage and direct the departmental transversal administrative programmes that
give leadership to the Department.

To effectively maintain an oversight function of the whole Department’s mandate
and function.

Sub-programme 1.2: Financial Management

To provide an effective financial management function.

To ensure implementation of the PFMA and other related financial regulations and
policies.

To provide a planning and budgeting support to the Department.

To ensure risk management.
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Sub-programme 1.3: Corporate Services
The programme provides the strategic support function to the Department. This
function is made up of Human Resource Management and Development, Labour

Relations, Legal, IT and Corporate Communication.

PROGRAMME 2: INTEGRATED ECONOMIC DEVELOPMENT SERVICES

Purpose

To promote and support economic development through shared partnerships.

Programme structure

Sub-programme 2.1: Enterprise Development

To support and promote the development of business enterprises.

Sub-programme 2.2: Regional and Local Economic Development

To promote economic growth and development of regional and local economies in
partnership with key stakeholders by aligning LED initiatives with Government
programmes.

Sub-programme 2.3: Economic Empowerment

To facilitate the process of empowerment and creation of an enabling business
environment for PDI's. This sub-programme has been taken up in sub-programme 2.1
Sub-programme 2.4: Red Tape Reduction

To improve the business environment by reducing the regulatory burden on businesses

through improved legislation, processes and communication.

PROGRAMME 3: TRADE AND SECTOR DEVELOPMENT
Purpose
To stimulate economic growth through industry development, trade and investment

promotion.

Programme structure

Sub-programme 3.1: Trade and Investment Promotion

To facilitate trade, export promotion and attract investment.

Sub-programme 3.2: Sector Development

To implement strategies for the positioning of the industrial sector as a key contributor

to economic growth and development.

PROGRAMME 4: BUSINESS REGULATION AND GOVERNANCE
Purpose
To ensure an enabling socially responsible business environment that allows for

predictability.
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Programme structure
Sub Programme 4.1: Consumer Protection
To develop, implement and promote measures that ensure the rights and interests of

all consumers.

PROGRAMME 5: ECONOMIC PLANNING
Purpose
To develop provincial economic policies and strategies to achieve and measure

sustainable economic development.

Programme structure

Sub-programme 5.1: Economic Policy and Planning

To develop provincial economic policies and strategies.

Sub-programme 5.2: Research and Development

To conduct economic research.

Sub-programme 5.3: Knowledge Management

To contribute to the creation of knowledge economy.

Sub-programme 5.4: Monitoring and Evaluation

To determine the effectiveness and impact of provincial policy objectives and
strategies.

Sub-programme 5.5: Enabling Growth Infrastructure and Initiatives

To develop and/or stimulate an enabling economic environment through catalytic
inferventions and infrastructure.

Sub-programme 5.6: Broadband for the Economy

To support and stimulate the usage, readiness and accessibility of digital technology
by citizens and businesses and to support private-sector innovation and technology
verticals within the Province.

Sub-programme 5.7: Green Economy

To stimulate the development of green economy and associated industfries and to
facilitate improved resource resilience to enhance the competitiveness and resilience

of the whole economy.

PROGRAMME 6: TOURISM, ARTS AND ENTERTAINMENT
Purpose
To facilitate the implementation of an integrated tourism strategy that will lead to

sustained and increased growth and job creation in the tourism industry.
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Programme structure

Sub-programme 6.1: Tourism Planning

Create an enabling fourism environment through legislation, policy and strategy
development.

Sub-programme 6.2: Tourism Growth and Development

Create demand and supply for tourism.

Sub-programme 6.3: Tourism Sector Transformation

To ensure sustainability and tourism sector transformation.

Sub-programme 6.4: Tourism Destination Marketing

To provide resources to the tourism, tfrade and investment promotion public entity to
enable it to deliver on its mandate as defined in the Western Cape Investment and

Trade Promotion Agency Act, 1996 (Act 3 of 1996), (as amended).

PROGRAMME 7: SKILLS DEVELOPMENT AND INNOVATION
Purpose
To facilitate the provisioning of Human Capital and Innovation skills to deliver on the

economic Human Resource Development needs of the Western Cape.

Programme structure

Sub-programme 7.1: Provincial Skills and Partnerships

To coordinate partnerships and collaborations with stakeholders, at a national,
provincial and local level to drive systemic changes with the aim of increasing the
supply of relevant skills aligned to the current and future skills demands of priority growth
sectors in the Province.

Sub-programme 7.2: Skills Programmes and Projects

To facilitate/support unemployed or underemployed youth to access pathways
towards improved economic opportunities and employability.

Sub-programme?7.3: Skills Incentives

To leverage funding opportunities along the skills pipeline.

KEY CONTACT DETAILS FOR ACCESS TO INFORMATION OF THE DEPARTMENT OF
ECONOMIC DEVELOPMENT AND TOURISM

Information Officer

Name : Jo-Ann Johnston
Tel : 021 483 4165
Email : DEDAT.HODOFFICE@westerncape.gov.za
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Deputy Information Officers

Name : Cheryl Julies-Kayembe Wa Kayembe
Tel : 021 483 9000

Email : Cheryl.Julies@westerncape.gov.za
Name : Tim Parle

Tel : 021 483 9406

Email : Tim.Parle@westerncape.gov.za

Access fo information general contacts

Email : DEDAT.HODOFFICE@westerncape.gov.za

Head Office

Postal Address : PO Box 979, Cape Town 8000

Physical Address : 12t floor, 80 St Georges Mall, Cape Town

Telephone : 021 483 4165/ 483 9000

Email : DEDAT.HODOFFICE@westerncape.gov.za

Website : https://www.westerncape.gov.za/edat/contact-us-0

DESCRIPTION OF ALL REMEDIES AVAILABLE IN RESPECT OF AN ACT OR A FAILURE TO ACT
BY THE DEPARTMENT OF ECONOMIC DEVELOPMENT AND TOURISM

Legislation applicable to the Department of Economic Development and Tourism may
provide for an internal review or appeal procedure. Should this procedure be
exhausted, or no provision be made for such procedure, a court may be approached

for an appropriate order in terms of the Promotion of Administrative Justice Act, 2000.

Questions, complaints, or comments regarding any service delivery by the Department

of Economic Development and Tourism may be made as follows:

Tel: 021 483 9281 - Monday to Friday from 07:30 to 16:00.
E-mail: DEDAT.HODOFFICE@westerncape.gov.za
Website: https://www.westerncape.gov.za/edat

Visit the Department of Economic Development and Tourism at the Waldorf Building,
80 St Georges Mall, Cape Town on weekdays (Monday to Friday, excluding public
holidays) between 07:30 and 16:00.


mailto:Cheryl.Julies@westerncape.gov.za
mailto:Tim.Parle@westerncape.gov.za
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The Service Charter (aftached as Appendix B) is available aft:

https://www.westerncape.gov.za/edat/our-publications

7. GUIDE ON HOW TO USE PAIA AND HOW TO OBTAIN ACCESS TO THE GUIDE

7.1 The Regulator has, in terms of section 10(1) of PAIA, updated and made available the
revised Guide on how to use PAIA (“Guide”), in an easily comprehensible form and
manner, as may reasonably be required by a person who wishes to exercise any right

contemplated in PAIA and POPIA.

7.2 The Guide is available in each of the official languages.

7.3 The aforesaid Guide contains the description of-

7.3.1 the objects of PAIA and POPIA;

7.3.2 the postal and street address, phone and fax number and, if available, electronic mail

address of-

7.3.2.1 the Information Officer of every public body, and

7.3.2.2 every Deputy Information Officer of every public and private body designated
in terms of section 17(1) of PAIA! and section 56 of POPIA?;

7.3.3 the manner and form of a request for-

7.3.3.1 access to a record of a public body contemplated in section 113; and

! Section 17(1) of PAIA- For the purposes of PAIA, each public body must, subject to legislation governing the
employment of personnel of the public body concerned, designate such number of persons as deputy information
officers as are necessary to render the public body as accessible as reasonably possible for requesters of its records.

2 Section 56(a) of POPIA- Each public and private body must make provision, in the manner prescribed in section 17
of the Promotion of Access to Information Act, with the necessary changes, for the designation of such a number of
(continued from previous page)

persons, if any, as deputy information officers as is necessary to perform the duties and responsibilities as set out in
section 55(1) of POPIA.

3 Section 11(1) of PAIA- A requester must be given access to a record of a public body if that requester complies with
all the procedural requirements in PAIA relating to a request for access to that record; and access to that record is
not refused in terms of any ground for refusal contemplated in Chapter 4 of this Part.


https://www.westerncape.gov.za/edat/our-publications
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7.3.3.2 access to arecord of a private body contemplated in section 504;

7.3.4 the assistance available from the Information Officer of a public body in ferms of PAIA
and POPIA;

7.3.5 the assistance available from the Regulator in terms of PAIA and POPIA;

7.3.6 all remedies in law available regarding an act or failure to act in respect of a right or

duty conferred or imposed by PAIA and POPIA, including the manner of lodging-

7.3.6.1 aninternal appeal;

7.3.6.2 a complaint to the Regulator; and

7.3.6.3 an application with a court against a decision by the information officer of a
public body, a decision on infernal appeal or a decision by the Regulator or a decision

of the head of a private body;

7.3.7 the provisions of sections 145 and 51¢ requiring a public body and private body,

respectively, to compile a manual, and how to obtain access to a manual;

7.3.8 the provisions of sections 157 and 528 providing for the voluntary disclosure of categories

of records by a public body and private body, respectively;

7.3.9 the noticesissued in terms of sections 227 and 540 regarding fees to be paid in relation

to requests for access; and

4 Section 50(1) of PAIA- A requester must be given access to any record of a private body if-
a) that record is required for the exercise or protection of any rights;
b) that person complies with the procedural requirements in PAIA relating to a request for access to that
record; and
c) access to that record is not refused in terms of any ground for refusal contemplated in Chapter 4 of this
Part.
5 Section 14(1) of PAIA- The information officer of a public body must, in at least three official languages, make
available a manual containing information listed in paragraph 4 above.

6 Section 51(1) of PAIA- The head of a private body must make available a manual containing the description of the
information listed in paragraph 4 above.

7 Section 15(1) of PAIA- The information officer of a public body, must make available in the prescribed manner a
description of the categories of records of the public body that are automatically available without a person having
to request access

8 Section 52(1) of PAIA- The head of a private body may, on a voluntary basis, make available in the prescribed
manner a description of the categories of records of the private body that are automatically available without a
person having to request access

9 Section 22(1) of PAIA- The information officer of a public body to whom a request for access is made, must by notice
require the requester to pay the prescribed request fee (if any), before further processing the request.

10Section 54(1) of PAIA- The head of a private body to whom a request for access is made must by notice require the
requester to pay the prescribed request fee (if any), before further processing the request.
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7.3.10 the regulations made in terms of section 9211,

7.4 Memobers of the public can inspect or make copies of the Guide from the offices of the
public or private bodies, including the office of the Regulator, during normal working
hours. The Guide can also be obtained-

7.4.1 upon request to the Information Officer;

7.4.2 from the website of the Regulator (https://www.inforegulator.org.za). The contact

details of the Regulator are in the table below.

The Office of the Information Regulator

Telephone Not available
Fax Not available
E-Mail Address General inquiries: enquiries@inforegulator.org.za

PAIA Complaints: PAIAComplaints@inforegulator.org.za

POPIA Complaints:
POPIAComplaints@inforegulator.org.za
Postal Address P O Box 31533

Braamfontein, Johannesburg, 2017

Street Address J.D. House
27 Stiemens Street
Braamfontein, Johannesburg, 2001

Website https://www.inforegulator.org.za

7.5 The Appendix (Appendix A) to this manual includes information on how to access
records of the Department of Economic Development and Tourism, its internal appeal
procedure, the lodging of complaints to the Information Regulator or applying to a
court against decisions by the Information Officer or Deputy Officer or Information

Regulator, as the case may be.

11 Section 92(1) of PAIA provides that —“The Minister may, by notice in the Gazette, make regulations regarding-
(a) any matter which is required or permitted by this Act to be prescribed;
(b) any matter relating to the fees contemplated in sections 22 and 54;
(c) any notice required by this Act;
(d) uniform criteria to be applied by the information officer of a public body when deciding which categories of
records are fo be made available in terms of section 15; and
(e) any administrative or procedural matter necessary to give effect to the provisions of this Act.”


mailto:enquiries@inforegulator.org.za
mailto:PAIAComplaints@inforegulator.org.za
mailto:POPIAComplaints@inforegulator.org.za
https://www.inforegulator.org.za/

following subjects and categories:

CATEGORIES AND SUBJECT MATTER

Organisation and Control

Performance reports
Programmatic material
Statutory Publications:
e Annual Report
e Citizens Report
e Annual Performance Plan
e Strategic Plan

PAIA manual

Economic Development and Tourism

DESCRIPTION OF THE SUBJECTS ON WHICH THE BODY HOLDS RECORDS AND CATEGORIES
OF RECORDS HELD BY THE DEPARTMENT OF ECONOMIC DEVELOPMENT AND TOURISM

The Department of Economic Development and Tourism holds records on the

Programme

Requires a
request

Programme 1

Programme

Automatically
available

(from
departmental
website)

Human Resource Management

Human Resource management documentation
including

e Recruitment and Selection

e Appointments

e Occupational Health and Safety

e Training

Programme 1

Financial Management

Financial Management documentation, including:

Budget
Expenditure reports
Audit reports
Supply Chain management:
Asset management
Internal Conftrol
CATEGORIES AND SUBJECT MATTER

Internal Information Services
Knowledge Management:

e Internal records management
¢ Knowledge management
e Infernal security matters

Programme 1

Programme

Requires a
request

Programme 1

Programme

Automatically
available

(from
departmental
website)

Communications

e Internal communications

Programme 1
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Speeches

Awareness Programmes
Campaigns

Events

Publications

Contact details

CATEGORIES OF RECORDS OF THE ECONOMIC DEVELOPMENT AND TOURISM WHICH ARE
AVAILABLE WITHOUT A PERSON HAVING TO REQUEST ACCESS
The following records are available for inspection in terms of sectfion 15(1)(a)(i) and

copying in terms of section 15(1)(a)(ii).

Documents that are available for download from the WCG website at

https://www.westerncape.gov.za/edat free of charge in terms of section 15(1)(a){iii)

are marked with an asterisk

Description of categories of records | Manner of access to records section 15(1)(b)
automatically available in terms of

section 15(1)(a)

(a) Annual Reports* Records referred to in (a) to (d) are available

for inspection by appointment at the Sub-

Directorate: Strategic and Operational Support,

12th Floor, Waldorf Building, 80 St George'’s Mall,

Cape Town — weekdays (Monday — Friday)

(d) Service Delivery Improvement Plan between 08:00 and 15:45 or online at
https://www.westerncape.gov.za/edat

(b) Annual Performance Plans*

(c) 5 Year Strategic Plans*

Integrated Economic Development Copies of these records may be obtained
Services, Trade and Sector from the Sub-Directorate: Strategic and
Development, Business Regulation and | Operational Support, 12th Floor, Waldorf
Governance, Economic Planning, Building, St George’'s Mall, Cape Town —
Tourism, Arts and Entertainment weekdays (Monday - Friday), between 08:00

and 15:45 or online at

(a) Brochures https://www.westerncape.gov.za/edat

Chief Directorate Finance

(a) Annual reports including the
report of the Auditor-General,
and annual audited financial
statements

(b) Western Cape Budget Speech

(c) Medium Term Budget Policy
Statement

(d) Overview of Provincial Revenue
and Expenditure

Copies of the Financial documents may be
obtained from the Chief Directorate: Finance,
9th Floor, Waldorf Building, St George’'s Mall,
Cape Town — weekdays (Monday- Friday),
between 08:00 and 15:00 or at
https://www.westerncape.gov.za/edat
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(e) Western Cape Adjusted
Estimates of Provincial
Expenditure

(f) Western Cape Adjustments
Appropriation Bill

(g) Western Cape Appropriation Bill

(h) Western Cape Budget:
Estimates of Provincial Revenue
and Expenditure

(i) Central Supplier Database

(j) Advertfised and Awarded Bids

(k) Bid Proposal Received

(I) Bids Advertised and Awarded

(m)How fo Tender: General
Information

(n) Anti-corruption awareness

10. SERVICES AVAILABLE TO MEMBERS OF THE PUBLIC FROM THE DEPARTMENT OF ECONOMIC
DEVELOPMENT AND TOURISM AND HOW TO GAIN ACCESS TO THOSE SERVICES

The Department renders the following services directly to the public:

Services rendered by the Department of Economic | How to access these services
Development and Tourism

Red Tape Reduction Business Helpline Service a) At the Head Office, 10th Floor,
Waldorf Building, 80 St. George's
Mall, Cape Town, Monday to Friday,
operating hours:

07:30-16:00

b) Via e-mail:
redtape@westerncape.gov.za

c) Via the website:

https://www.westerncape.gov.za/e
dat/service/red-tape-reduction

Western Cape Office of the Consumer Protector a) At the Head Office, Ground Floor,
Waldorf Arcade, 80 St Georges Mall,
Cape Town, Monday to Friday,
operating hours:

07:30-16:00

b) Via district coordinator:
Knysna, Shop number 8, Demar
Centre, Main Street, Knysna

c) Via toll free line: 0800 007 081

d) Via the official departmental
website:


mailto:redtape@westerncape.gov.za
https://www.westerncape.gov.za/edat/service/red-tape-reduction
https://www.westerncape.gov.za/edat/service/red-tape-reduction
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https://www.westerncape.gov.za/e
dat

Tourist guide registration and monitoring At the Head Office, Ground Floor,

11.
12.
12.1
12.1.1
12.1.2

Waldorf Arcade, 80 St Georges Mall,
Cape Town, Monday to Thursday
from 08:00 to 15:00.

Via the Western Cape Government
call centre:

0860 142 142
Via e-mail:

reqgistrar.reqistrar@westerncape.gov.

ZQa

Via the Official Departmental
website:

https://www.westerncape.gov.za/e
dat

PUBLIC INVOLVEMENT IN THE FORMULATION OF POLICY OR THE EXERCISE OF POWERS OR
PERFORMANCE OF DUTIES BY DEPARTMENT OF ECONOMIC DEVELOPMENT AND TOURISM

Public participation process

Provincial Policies that have an external impact will require Public Partficipation and
the process to be followed will be approved of by the Provincial Cabinet on a

case by case basis.

PROCESSING OF PERSONAL INFORMATION

Purpose of the Processing

Personal Information is processed to comply with the Department of ECconomic and
Tourism’s constitutional and legislative mandates as set out in its Annual Strategic,
Business and Performance Plans available at

https://www.westerncape.gov.za/edat/our-publications.

Personal Information is used for:


https://www.westerncape.gov.za/edat
https://www.westerncape.gov.za/edat
mailto:registrar.registrar@westerncape.gov.za
mailto:registrar.registrar@westerncape.gov.za
https://www.westerncape.gov.za/edat
https://www.westerncape.gov.za/edat
https://www.westerncape.gov.za/edat/our-publications
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. Human resources and employment purposes such as (1) recruitment,

selection and placement; (2) administration of compensation and benefits;

(3) performance management and training; and (4) government reporting

o Planning;
o Procurement of goods and services;
. Risk management which includes physical and electronic security and

access control; and

o Rendering of services.

Description of the categories of data subjects, information processed and recipients

thereof

DATA SUBJECTS INFORMATION RECIPIENTS

Prospective employees,
current employees,
consultants, inferns and
volunteers

Current employees,
consultants, inferns

Prospective and current
suppliers, service
providers, contractors,
sub-contractors and
business partners

Service users (clients /
customers) and visitors

Name, identification
number, biographical
information;

Contact details;
Educational, employment
and criminal history;
Biometric and health
information;
Psychometric
assessments; and
References, background
checks.

Account information;
Performance reports; and
Skills/training reports.

Name, identification
number/company
registration number;
Relevant registration
number;

Contact details;
Financial history;
References, background
checks;

Account information; and
Performance reports.
Name, identification
number, passport
numbers, addresses,
biographical information
Educational history
Relevant registration
Relevant permit numbers
Photos

Contact details
Compliments or
complaints

Relevant Provincial and
National Government
Departments and their
agents

Relevant Provincial and
National Government
Departments and their
agents
Relevant Provincial and
National Government:

- Departments

- Public Entities

- Public Enterprises;

and their agents.

Relevant Provincial and
National Government:
- Departments
- Public Entities;
Public Enterprises;
and their agents.
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12.3 Planned fransborder flows of personal information

12.3.1 In the course of our business and service delivery, the Department does not plan for or
anticipate transborder flows of personal information. However, should it become
necessary to transfer personal information to another country for any lawful purposes,
the Regulator will ensure that anyone to whom it pass personal information is subject
fo a law, binding corporate rules or binding agreement which provides an adequate
level of protection and the third party agrees to treat that personal information with

the same level of protection as the Regulator is obliged under POPIA.

12.3.2 Any fransfer of personal information cross border shall be with data subject’s consent,
however, should it not be reasonably practicable to obtain data subject’s consent, the

Regulator shall tfransfer the personal information if —
12.3.3 it will be for the data subject’s benefit; and

12.3.4 the data subject would have given consent should it have been reasonably

practicable to obtfain such consent.

124 General Description of Information Security Measures to be implemented by the
Department of Economic Development and Tourism to ensure the confidentiality,

integrity and availability of the information

12.4.1 The integrity and confidentiality of personal information is protected against
anticipated threats and unauthorised access by employing security safeguards that
are reasonable and appropriate to the identified risks and the sensitivity of the

information.
12.4.2 These safeguards include the following:

12.4.2.1 Organisational measures:

. The Head of Department takes overall responsibility for the security of all
Departmental information.

. The Departmental Security Manager manages this security function in DEDAT
and is supported by the DEDAT Security Committee.

o The Department of the Premier’s Centre for e-Innovation (CEl) fogether with the
Department ensures that appropriate measures are in place to safeguard ICT
infrastructure, networks and systems. This includes taking responsibility for third
parties that develop, access or use WCG ICT infrastructure, networks and

systems.
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. Safekeeping and security responsibilifies is the responsibility of each employee
working with personal information and they must adhere to information security

laws, policies, plans and procedures.

o Security incidents(breaches) are reviewed and reported on.
12.4.2.2 Physical measures:
o Access to facilities and equipment is controlled and auditable.
. Access points are limited with provision for physical security controls, such as

window bars, grilles, shutfters and security doors. Access is confrolled and
monitored through a combination of manned guarding, electronic access
control systems, ID access cards, visifor management systems, biometric

activation doors, turnstiles and entry & egress searching.

12.4.2.3 Technical measures
. The Information Security standards issued for the public service is adhered to.
. Agreements concluded with third parties will include the protection of the

integrity and confidentiality of information by third parties.

. Risks are assessed during the development of new applications and systems,
when changing existing systems, when changing business processes and when
areas of concern are identified.

. Risk to the ICT infrastructure, networks and systems is managed by CEl through
vulnerability and threat testing and awareness, audit confrols, incident

management and security awareness fraining.

12.4.3 Similar safeguards are required from service providers, suppliers and business partners

13.

13.1

13.2

who receive personal information from or on behalf of the WCG during their
relationship with DEDAT.

ACCESSIBILITY AND AVAILABILITY OF THIS MANUAL

The manual will be available for viewing, between 7:30 and 16:00 Mondays to Fridays

(excluding public holidays) at:

o the office of the Deputy Information Officer Ms Cheryl Julies-Kayembe Wa

Kayembe at: Waldorf Building 80 St Georges Mall, Cape Town.

The manual may be accessed online through the World Wide Web by visiting the

following web address: hitps://www.westerncape.gov.za/edat
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14. UPDATING OF THE MANUAL

The Department of Economic Development and Tourism will update when necessary

and publish this manual annually.

Issued by

Digitally signed by Jo-Ann
Johnston (50465023)
Date: 2025.05.16 16:26:30 +02'00'

Jo-Ann Johnston

Head of Department
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APPENDIX A

GUIDANCE ON ACCESS TO RECORDS THAT ARE NOT AUTOMATICALLY AVAILABLE

1. COMPLETION OF APPLICATION FORM, PAYMENT OF FEES and FORM OF ACCESS -
sections 18, 19, 22, 29 and 31.

1.1 Application form

A prescribed form (attached as FORM 2 must be completed by the requester

and submitted to the Information Officer/Deputy Information Officer.

(o]

If a requester cannot read or write or complete the form due to a
disability, the request may be made orally. The Information
Officer/Deputy Information Officer will then complete Form 2 on behalf of
the requester, keep the original and give the requester a copy thereof.
A request may be made on behalf of another person but then the
capacity in which the request is made must be indicated on Form 2. The
requester must also submit proof of the capacity in which the request is
made, to the reasonable satisfaction of the Information Officer/Deputy
Information Officer.

A requester (data subject) seeking to confirm whether his/her personal
information is held by the public body or the identities of third parties who
had access or requires access to his/her own personal information must
provide proof of their identity and is required to supply a certified copy of

their identity document for authentication purposes.

The fees for requesting and searching for a record, as well as making copies

of the record, are prescribed by the regulations made in terms of PAIA.
(Attached as FEE SCHEDULE) The following fees are payable:

o

@)

Request fee of R100.00 for each request;

Access fee for the reasonable time spent to search for and prepare
the record, if it takes more than an hour to search and prepare a
record. A deposit, of not more than a third of the total access fee,
may be required. However, the full access fee is payable before
access is granted; and

For making copies of the record.
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Applicants who are exempt from paying a request fee:

o A mainfenance officer/investigator requesting access tfo a record for a
maintenance investigation or inquiry in terms of the Maintenance Act, 1998 (or
regulations made in ferms thereof).

o A person requesting a record that contains his/her personal information.

Applicants who are exempt from paying an access fee:

. A person requesting a record that contains his/her personal information.
. A single person whose annual income does not exceed R14 712 per annum.
. Married persons, or a person and his or her life partner whose annual income

does not exceed R27 192.

Form of access

. A requester must indicate on Form 2 if a copy or an inspection of the record is
required.

o If acopy is required, the requester must indicate the form thereof (e.g.,
printed or electronic) and the preferred language (where the record is
available in more than one language). The Department does not
franslate records that are only available in one language.

. The record will be provided in the requested format unless it is impractical, or it

will unreasonably interfere with the running of the Department’s business.

DECISION TO GRANT OR REFUSE ACCESS - Sections 25 and 26

Time period to make a decision

The Information Officer/Deputy Information Officer must as soon as reasonably
possible after receipt of the R100,00 and the completed Form 2, but at least within 30
days of receipt thereof, decide whether to grant or refuse the request and notify the

requester of the decision.

Extension of time period

The Information Officer/Deputy Information Officer may extend the period of 30 days,

once for a further period of 30 days in the following circumstances:

. the request is for a large number of records or requires a search through a large
number of records and atftending to the request unreasonably interferes with

the department’s activities;
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) the request requires a search for records from an office that is not in the same
town or city as that of the Information officer/Deputy Information Officer;

. consultation is required with other departments of the WCG or other public
bodies to decide upon the request; or

. the requester consented to an extension.

RECORDS THAT CONTAIN INFORMATION OF THIRD PARTIES - sections 47, 48

Notification:
The Information Officer/Deputy Information Officer must take all reasonable steps to
inform a third party as soon as possible, but at least within 21 days, of receipt of any

request for a record that contains:

. a third party’s personal information;
. a third party’s trade secrets;
. a third party’s financial, commercial, scientific or technical information and

disclosure would likely cause commercial or financial harm to the third party;

. information supplied by a third party in confidence and the disclosure would
prejudice or put the third party at a disadvantage in contractual or other
negotiations or commercial competition;

o information supplied in confidence by a third party and disclosure would (i)
amount to a breach of a duty of confidence owed to the third party in ferms of
an agreement; or (i) reasonably prejudice the future supply of similar
information which should, in the public interest, be supplied; or

. information about research being carried out by or on behalf of a third party
that would seriously disadvantage either the third party, the agent or the

research subject matter.

Third Party representations and consent

Within 21 days of the nofification (3.1 above) a third party may either (i) make written
or oral representations to the Information Officer/Deputy Information Officer why the

request should be refused; or (ii) give written consent for the disclosure of the record.

Decision on representation for refusal

The Information Officer/Deputy Information Officer must as soon as reasonable
possible, but at least within 30 days after the nofification (3.1 above) decide whether
to grant or refuse the request for access and must notify the third party concerned as

well as the requester of the decision.
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INTERNAL APPEAL - sections 74 and 75

Requester

A requester may lodge an infernal appeal, within 60 days after notice is given of a

decision by the Information Officer/Deputy Information Officer to:

o refuse a request for access (see 2 above);
. pay a fee (see 1.2 above);

o extend the period to give access (see 2.2 above).

Third party

A third party may lodge an internal appeal, within 30 days after notice is given of a
decision by the Information Officer/Deputy Information Officer to grant access to a

record that contains information about the third party (see 3 above).

Manner of internal appeadl

An internal appeal is lodged by completing the prescribed form (Form 4 attached)

and delivering or sending it to the Information Officer/ Deputy Information Officer.

COMPLAINT TO INFORMATION REGULATOR - sections 77A and 77B

Only after an internal appeal has been lodged and the requester or third party

remains unsatisfied with the outcome of the intfernal appeal a complaint may be

lodged to the Information Regulator.

Requester
o A requester may complain to the Regulator in respect of:

o an unsuccessful internal appeal;

o a disallowed late appeal;

o a refusal of a request for access to information;

o a decision about fees;

o a decision to extend the time to deal with a request; or

o a decision to provide access in a particular form.

Third party
o A third party may complain to the Information Regulator in respect of:
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o an unsuccessful internal appeal,

o any grant of arequest for access to information.

5.3 Format
A complaint to the Information Regulator must be made in writing in the prescribed

form (Form 5 attached) within 180 days of the decision giving rise to the complaint.

6. APPLICATION TO COURT - section 78
6.1 A requester or third party may apply to court for appropriate relief if
. an internal appeal was lodged, and the applicant remains unsatisfied with the

outcome of the internal appeal; or
. a complaint was lodged with the Information Regulator and the complainant

remains unsatisfied with the outcome of the complaint.

6.2 The application to court must be made within 180 days after being informed of the
outcome of the internal appeal or the decision by the Information Regulator, as the

case may be.

Note: Applicable forms can also be downloaded from the Information Regulators website:

hitps://inforequlator.org.za/paia/
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FORM 2

REQUEST FOR ACCESS TO RECORD

[Regulation 7]

NOTE:
1. Proof of identity must be attached by the requester.
2. If requests made on behalf of another person, proof of such authorisation, must be attached to

this form.

TO: The Information Officer

(Address)

E-mail address:

Fax number:
Mark with an " X"

|:| Request is made in my own name |:| Request is made on behalf of another person.

PERSONAL INFORMATION

Full Names

Identity Number

Capacity in  which
request is made

(when made on behalf
of another person)

Postal Address

Street Address

E-mail Address

Tel. (B): Facsimile:

Contact Numbers -
Cellular:

Full names of person
on whose behalf
request is made (if
applicable):

Identity Number




PAIA manual
Economic Development and Tourism

Postal Address

Street Address

E-mail Address

Contact Numbers Tel. (B) Facsimile

Cellular

PARTICULARS OF RECORD REQUESTED

Provide full particulars of the record to which access is requested, including the reference number if that
is known to you, to enable the record to be located. (If the provided space is inadequate, please continue
on a separate page and attach it to this form. All additional pages must be signed.)

Description of record

or relevant part of the
record:

Reference number, if
available

Any further particulars
of record

TYPE OF RECORD
(Mark the applicable box with an "X")

Record is in written or printed form

Record comprises virtual images (this includes photographs, slides, video recordings,
computer-generated images, sketches, etc)

Record consists of recorded words or information which can be reproduced in sound

Record is held on a computer or in an electronic, or machine-readable form

FORM OF ACCESS
(Mark the applicable box with an "X")
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Printed copy of record (including copies of any virtual images, transcriptions and information
held on computer or in an electronic or machine-readable form)

Written or printed transcription of virtual images (this includes photographs, slides, video
recordings, computer-generated images, sketches, etc)

Transcription of soundtrack (written or printed document)

Copy of record on flash drive (including virtual images and soundtracks)

Copy of record on compact disc drive(including virtual images and soundtracks)

Copy of record saved on cloud storage server

MANNER OF ACCESS
(Mark the applicable box with an "X")

Personal inspection of record at registered address of public/private body (including listening
to recorded words, information which can be reproduced in sound, or information held on
computer or in an electronic or machine-readable form)

Postal services to postal address

Postal services to street address

Courier service to street address

Facsimile of information in written or printed format (including transcriptions)

E-mail of information (including soundtracks if possible)

Cloud share/file transfer

Preferred language
(Note that if the record is not available in the language you prefer, access may be granted in
the language in which the record is available)

PARTICULARS OF RIGHT TO BE EXERCISED OR PROTECTED

If the provided space is inadequate, please continue on a separate page and attach it to this Form. The
requester must sign all the additional pages.

Indicate which right is to
be exercised or

protected

Explain why the record
requested is required for

the exercise or
protection of the

aforementioned right:
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a) A request fee must be paid before the request will be considered.

b) You will be notified of the amount of the access fee to be paid.

C) The fee payable for access to a record depends on the form in which access is required and
the reasonable time required to search for and prepare a record.

d) If you qualify for exemption of the payment of any fee, please state the reason for exemption

Reason

You will be notified in writing whether your request has been approved or denied and if approved the

costs relating to your request, if any. Please indicate your preferred manner of correspondence:

Postal address Facsimile Electronic communication (Please
specify)
Signed at this day of 20

Signature of Requester / person on whose behalf request is made

FOR OFFICIAL USE

Reference number:

Request received by:
(State Rank, Name And
Surname of Information Officer)

Date received:

Access fees:

Deposit (if any):

Signature of Information Officer
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lte Description Amount
1. The request fee payable by every requester R100.00
2. Photocopy of A4-size page R1.50 per page or part
thereof.
3. Prinfed copy of A4-size page R1.50 per page or part thereof
4, For a copy in a computer -readable form on:
(i) Flash drive (to be provided by requestor) R40.00
(ii) Compact disc
If provided by requestor R40.00
If provided to requester R60.00
5. For a transcription of visual images per A4-size page Service to be outsourced. Wil
6. Copy of visual images depend on guo’rohon from the
Service Provider
7. Transcription of an audio record, per A4-size page R24,00
8. Copy of an audio record on:
(i) Flash drive (to be provided by requestor) R40,00
(ii) Compact disc
If provided by requestor R40,00
If provided to the requestor R60,00
9. To search for and prepare the record for disclosure R100,00
for each hour or part of an hour, excluding the first
hour, reasonably required for
such search and preparation.
To not exceed a total cost of R300,00
10. Deposit: If search exceeds 6 hours One third of amount per

request calculated in terms of
items 2 to 8.

Postage, e-mail or any other electronic transfer

Actual expense, if any
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INTERNAL APPEAL FORM

FORM 4

[Regulation 9]

Reference NUMDer: i,

PARTICULARS OF PUBLIC BODY

Name of Public Body

Name and Surname of
Information
Officer:

PARTICULARS OF COMPLAINANT WHO LODGES THE INTERNAL APPEAL

Full Names

Identity Number

Postal Address

Tel. (B) Facsimile
Contact Numbers
Cellular
E-Mail Address
Is the internal appeal lodged on behalf of another Yes No

person?

If answer is "yes", capacity in which an internal appeal
on behalf of another person is lodged: (Proof of the
capacity in which appeal is lodged, if applicable, must
be attached.)

PARTICULARS OF PERSON ON WHOSE BEHALF THE INTERNAL APPEAL IS LODGED
(If lodged by a third party)

Full Names

Identity Number
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Postal Address

Tel. (B) Facsimile

Contact Numbers
Cellular

E-Mail Address

DECISION AGAINST WHICH THE INTERNAL APPEAL IS LODGED
(mark the appropriate box with an "X")

Refusal of request for access

Decision regarding fees prescribed in terms of section 22 of the Act

Decision regarding the extension of the period within which the request must be dealt with
in terms of section 26(1) of the Act

Decision in terms of section 29(3) of the Act to refuse access in the form requested by
the requester

Decision to grant request for access

GROUNDS FOR APPEAL
(If the provided space is inadequate, please continue on a separate page and attach it to this
form. all
the additional pages must be signed)

State the grounds
on  which the
internal appeal is
based:

State any other
information that
may be relevant in
considering the
appeal:
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You will be notified in writing of the decision on your internal appeal. Please indicate your preferred

manner of naotification:

Postal address Facsimile Electronic communication
(Please specify)
Signed at this day of 20

Signhature of Appellant/Third party

Page 2 of 3

FOR OFFICIAL USE

OFFICIAL RECORD OF INTERNAL APPEAL

Appeal received by:
(state rank, name and surname of Information
Officer)

Date received:

relates, submitted by the information officer:

Appeal accompanied by the reasons for the information officer's decision and, | Yes
where applicable, the particulars of any third party to whom or which the record

No

OUTCOME OF APPEAL

Yes isi
Refusal of request for Nev(\gfdne(;:tlsmn
access. Confirmed? ,

No confirmed)
Fees (Sec 22). Yes New decision
Confirmed? (if not
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confirmed)

No

Yes iSi
Extension (Sec Nev(\gfdneoctlsmn

' 2

26(1)). Confirmed- i confirmed)

Yes isi
Access (Sec 29(3)). Nev(\€fdneoct|3|on
Confirmed? ,

No confirmed)

Yes New decision
Request for access (if not
granted. Confirmed? ,

No confirmed)

Signed at

this

day of 20

Relevant Authority
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COMPLAINT FORM
FORM 5

[Regulation 10]

NOTE:

1.

This form is designed to assist the Requester or Third Party (hereinafter referred to as “the Complainant”)
in requesting a review of a Public or Private Body’s response or non-response to a request for access to
records under the Promotion of Access to Information Act, 2000 (Act No. 2 of 2000) (“PAIA”). Please fill out

this form and send it to the following email address: PAIAComplaints @inforegulator.org.za or complete

online complaint form available at https://www.justice.gov.zal/inforeg/.

PAIA gives a member of the public a right to file a complaint with the Information Regulator about any of the
nature of complaints detailed in part F of this complaint form.

It is the policy of the Information Regulator to defer investigating or to reject a complaint if the Complainant
has not first given the public or private body (herein after referred to as “the Body”) an opportunity to respond
to and attempt to resolve the issue. To help the Body address your concerns prior to approaching the
Information Regulator, you are required to complete the prescribed PAIA Form 2 and submit it to the Body.
A copy of this Form will be provided to the Body that is the subject of your complaint. The information you
provide on this form, attached to this form or that you supply later, will only be used to attempt to resolve
your dispute, unless otherwise stated herein.

The Information Regulator will only accept your complaint once you confirm having complied with the
prerequisites below.

Please attach copies of the following documents, if you have them:

a. Copy of the form to the Body requesting access to records;

b. The Body’s response to your complaint or access request;

C. Any other correspondence between you and the Body regarding your request;
d. Copy of the appeal form, if your compliant relate to a public body;

e. The Body’s response to your appeal;

f. Any other correspondence between you and the Body regarding your appeal;

g. Documentation authorizing you to act on behalf of another person (if applicable);
h. Court Order or Court documents relevant to your complaint, if any.

If the space provided for in this Form is inadequate, submit information as an Annexure to this Form and

sign each page.

CAPACITY OF PERSON/PARTY LODGING A COMPLAINT
(Mark with an "X")

Complainant Personally

Representative of Complainant

Third Party

PREREQUISITES
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Did you submit request (PAIA form) for access to record of a| Yes No
public/private body?

Has 30 days lapsed from the date on which you submitted your| Yes No
PAIA form?

Did you exhaust all the internal appeal procedure against a decision| Yes No
of the Information officer of a public body?

Have you applied to Court for appropriate relief regarding this Yes No
matter?

FOR INFORMATION REGULATOR’S USE ONLY

Received by: (Full names)

Position

Sighature

Complaint accepted Yes | | No

Reference Number

Other electronic communication

Postal address Facsimile (Please specify)

PART A
PERSONAL INFORMATION OF COMPLAINANT

Full Names

Identity Number

Postal Address

Street Address

E-Mail Address

Tel. (B) Facsimil
Contact numbers e

Cellular

PART B
REPRESENTATIVE INFORMATION
(Complete only if you will be represented. A Power of Attorney must be attached if complainant
is represented, failing which the complaint will be rejected)

Full Names of
Representative

Nature of representation

Identity ~ Number /
Registration Number

Postal Address

Street Address

E-mail Address

Contact Numbers Tel. (B) Facsimil

e
Cellular
PART C
THIRD PARTY INFORMATION
(Please attach letter of authorisation)
Type of Body ‘ Private ‘ ‘ Public ‘
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Name of Public / Private
Body

Registration Number (if
any)

Name, Surname and
Title of person
authorised to lodge a
complaint

Postal Address

Street Address

E-mail Address

Contact Numbers

Tel. (B): Facsimil
e

Cellular

PART D

BODY AGAINST WHICH THE COMPLAINT IS LODGED

Type of body

Private | Public

Name of public / private
body

Registration number
(if any)

Name, surname and title
of person you dealt with
at the public or private
body to try to resolve
your  complaint  or
request for access to
information

Postal Address

Street Address

E-mail Address

Contact Numbers

Tel. (B): Facsimile|

Cellular

Reference Number
given
(if any)

PART E
COMPLAINT

Tell us about the steps you have taken to try to resolve your complaint (Complaints should first
be submitted directly to the public or private body for response and possible resolution)

Date on which request for access to records

submitted.

Please specify the nature of the right(s) to be
exercised or protected, if a compliant is against a

private body.

Have you attempted to resolve the matter with the organisation? Yes No

If yes, when did you receive it? (Please attach the

letter to this application.)
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Did you appeal against a decision of the information officer of the

: Yes No
public body?
If yes, when did you lodge an appeal? \
Have you applied to Court for appropriate relief regarding this v N
matter? €s 0

If yes, please indicate when was the matter
adjudicated by the Court? Please attach Court

Order, if there is any.

PART F

DETAILED TYPE OF ACCESS TO RECORDS
(Please select one or more of the following to describe your complaint to the Information

Regulator)

Unsuccessful appeal (Section| | have appealed against the decision of the public
77A(2)(a) or section 77A(3)(a) of | body and the appeal is unsuccessful.

PAIA)

Unsuccessful  application for | | filed my appeal against the decision of the public

condonation (Sections 77A(2)(b)
and 75(2) of PAIA)

body late and applied for condonation. The
condonation application was dismissed.

Refusal of a request for access
(Section 77A(2)(c)(i) or
77A2)(d)(i) or 77A(3)(b) of PAIA)

| requested access to information held by a body
and that request was refused or partially refused.

The body requires me to pay a fee
and | feel it is excessive (Sections
22 or 54 of PAIA)

Tender or payment of the prescribed fee.

The tender or payment of a deposit.

Repayment of the deposit
(Section The information officer
refused to repay a deposit paid
22(4) of PAIA) in respect of a
request for access which is
refused.

The information officer refused to repay a deposit
paid in respect of a request for access which is
refused.

Disagree with time extension
(Sections 26 or 57 of PAIA)

The body decided to extend the time limit for
responding to my request, and | disagree with the
requested time limit extension or a time extension
taken to respond to my access request.

Form of access denied (Section
29(3) or 60 (a) of PAIA)

| requested access in a particular and reasonable
form and such form of access was refused.

Deemed refusal (Section 27 or 58
of
PAIA)

It is more than 30 days since | made my request and
| have not received a decision.

Extension period has expired and no response was
received.

Inappropriate disclosure of a
record

(Mandatory grounds for refusal of
access to record) .

Records (that are subject to the grounds for refusal
of access) have inappropriately/ unreasonable been
disclosed.

No adequate reasons for the
refusal

of access

(Section 56(3) (a) of PAIA)

My request for access is refused, and no valid or
adequate reasons for the refusal, were given,
including the provisions of this Act which were relied
upon for the refusal.

Partial access to record (Section
28(2) or 59(2) of PAIA)

Access to only a part of the requested records was
granted and | believe that more of the records
should have been disclosed.

Fee waiver (Section 22(8) or
54(8) of PAIA)

I am exempt from paying any fee and my request
to waive the fees was refused.
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Records that cannot be found or | The Body indicated that some or all of the
do not exist (Section 23 or 55 of | requested records do not exist and | believe that
PAIA) more records do exist.

Failure to disclose records The Body decided to grant me access to the
requested records, but | have not received them.

No jurisdiction (exercise or | The Body indicated that the requested records are
protection of any rights) (Section | excluded from PAIA and | disagree.
50(1)(a) of PAIA)

Frivolous or vexatious request | The Body indicated that my request is manifestly
(Section 45 of PAIA) frivolous or vexatious and | disagree.

Other (Please explain)

PART G
EXPECTED OUTCOME
How do you think the Information Regulator can assist you? Describe the result or outcome that
you
seek.

PART H
AGREEMENTS

The legal basis for the following agreements is explained in the Privacy Notice on how to file
your complaint document. In order for the Information Regulator to process your complaint, you

need to check each one of the checkboxes below to show your agreement:

| agree that the Information Regulator may use the information provided in my complaint to
assist it in researching issues relating to the promotion of the right of access to information as
well as the protection of the right to privacy in South Africa. | understand that the Information
Regulator will never include my personal or other identifying information in any public report,
and that my personal information is still protected by the Protection of Personal Information Act,
2013 (Act No. 4 of 2013). | understand that if | do not agree, the Information Regulator will still
process my complaint.

The information in this Complaint Form is true to the best of my knowledge and
belief.

| authorize the Information Regulator to collect my personal complaint information (such as the
information about me in this complaint form) and use it to process my human rights complaint
relating to the right of access to information and / or the protection of the right to privacy.

| authorise anyone (such as an employer, service provider, withess) who has information
needed to process my complaint to share it with the Information Regulator. The Information
Regulator can obtain this information by talking to witnesses or asking for written records.
Depending on the nature of the complaint, these records could include personnel files or
employer data, medical or hospital records, and financial or taxpayer information.

If any of my contact information changes during the complaint process, it is my responsibility to
inform the Information Regulator; otherwise my complaint could experience a delay or even be
closed.

Signed at this day of 20

Complainant/Representative/Authorised person of Third party
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APPENDIX B
SERVICE DELIVERY CHARTER
The Service Delivery Charter is available at: htips://www.westerncape.gov.za/edat/our-
publications

SERVICE DELIVERY CHARTER

The Departmont's vision 5 for the Yastem Cape 10 dChiove Droskont Soomamic growh,
wWith an sconomy that s sustanatle, resfiect and divwse = generating conficdencs, hope,
and cpportunities o thrive

OUR VISION

OUR MISSION OUR SERVICES

To be an economic leader Wuencer, and contrioutor in driving econamic
growth for jobs, anabling busingsses 10 theive in the Western Cape

OUR RESPONSIBILITY
TO YOU

* e wil nopona Lo dl cur emais within 48 Pours. We wilk anseer
1Eephono calls within 3 rings

® When yeu write ta ut we will acknomiecge rectipt of your lettor within
5 working Cares. W will send 3 reply wEhin 7 working days I we cannct
aply wirin 7 working days. we will explain why and Incicale when you
can expect a reply.

# Whon you subemil en spelicetcn or reguest, we will provide a far and
SORCTIE FSASSMENT DA On the information submitted We will give
you nformed. useful and construct ive feecback

Al complaints and commpondencs pertirning to the Miriter of
Agriculture, Economic Daviopment and Tourism Dy clients or potential
chants wil be responded 1o In an efficient mannar witnin 1 woek after
recopt thecect

Maslarelie oconaTet

CUSTOMER OUR REDRESS

MECHANISM

A IRBILITY
O US RIGHTS

® 11 you heve a complent, pleme tell us. We wil

We sxpect you te: You have the right to Bathe Pele Principles apokegie and put things nght meeciately. ¥
» Be oivil courssoun end respect the dg ity of sspecially the following: $OuU 1€ N1 SA6SNED. we wil i Teest Gate what wark
oMoni(s) Mo render the aervice to you @ Tobe treated wkh courtary and respect and s 4 wrong and reply within 7 warking daye.
* Bo horest in pour del bersbions with us chgrified manner st a1 timex ¥ I wa cennct resoive your telephonc cuery
® Sehmit hul ans sccurato indcemetion sccomeanied * To te comeuted about your service roeds and the mmediatoly, we wivt SV pou the name of the porson
Ty recarsty certAed copas cf documentaton Srwed and gualty of ssevice axpectationa. to whom the query =il be referred and oive you an
PUSNT pp— ® B AR i S bl ndication leeu' e pect A responen
® Make yoursel susi st ax well as be wiling to rareparent manner, . :"" o arvited to send r"f ";W"‘M5~
WIGHGO STROWRRITIINE IOGVETENAS & 0reed Cpan. ¥ ACoass 10 Oromet and eficient seceicn in bl mnv?:l"-:’tf el o; our
* Smbark cn active apalication snd accardance with the sarvice delvery SerdCes 0 standoeds v ONe of the
=g af slen, end stancarch Honad of Department, Emall: dedat.
ncvica receresd from the Departeent * An apciogy for and redreas shodd hodotfices westerncape gev.za

of Economic Developmen!

any service o cocur.
and Tounsm

a0 A0 rEDIVTEd 0N W the Anraw Separt and Cittrw o wwbmle

® That's why our bulldings are accessibie to peopie with disabilities,
W E VA LU E B E I NG ® We will endeavowr to render our services whare possible, in all
3 official languages of the Westarn Cape.
ACC E SSI B L E ® Office Mours: 07:30 < 16:00

OUR COMMITMENT: HEC)MY' AUTHORITY DECLARATION:

Wi Oarwwl duriabent T & G006 CRTI W61 SLATOOMN LAEATRCTION
western cape BECMRALR & SOV B DU K WBILE SCIAITIC BRSOt Wre 00, : T Lt L
1 STy TG et our Teadets and reporoiitin, v Wil be gered by g
Government - 233 wshowt (e SN BATHO PR (Feoske Frat) Sesdoes. We #w
e Comrwiind 15 gl (A (ermiis (0D 36 Car wbate Of Cam,
® ) Covrgehinie, 2400 e el 203 P
FOR YOU W) A0 T HOROCT ARG OO yOu! NGNER B3 swpand OROONTEkes
15 ACh W DOLI 1erece dubvary cutoorres FOR YOU

 asjos] s



Email: DEDAT.HODOFFICE@westerncape.gov.za
Tel: 2721-483 3840
Department of Economic Development and Tourism

www.westerncape.gov.za

Western Cape
Government
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