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EXTRACTS FROM THE MINUTES OF THE 4™ ORDINARY COUNCIL MEETING OF EPHRAIM
MOGALE LOCAL MUNICIPALITY HELD ON MONDAY THE 30™ JUNE 2014

FILE/S: 12/1/11/1

0C4/03/2014 SERVICE DELIVERY CHARTER

12111111

RESOLVED

1. That the Council takes cognizance of circulated report.

2. That the Council approve the circulated Service Delivery Charter.

3 That the Council instruct the Acting Municipal Manager in consultation with Director
Corporate Services to implement the decision accordingly.

o b

K.N KEKANA

SPEAKER 30 JUNE 2014
FINALISATION BY:

Referred to .......CORPORATE S ERICES @ @ by Municipal Manager
...................................... olerfzeis.......

N.S. Mashamba
Municipal Manager

ALLE KORRESPONDENSIE MOET AAN DIE
MUNISIPALE BESTUURDER GERIG WORD

Date Received

MANGWALO KA MOKA A LEBANTSHWE ALL CORRESPONDENCE TO BE ADDRESSED

GO MOLAODI WA MASEPALA

TO THE MUNICIPAL MANAGER



0C4/03/2014 SERVICE DELIVERY CHARTER 12/1/11/1

PURPOSE
To request the Council to approve the circulated Service Delivery Charter.
BACKGROUND

Ephraim Mogale Local Municipality as a government entity approved its Customer
Care Policy during its meeting 3" Council meeting held on the 30t March 2013 per
item C3/03/2012 as part of a process to ensure compliance with the generic service
standard and values generally known as Batho Pele Principles.

As part of enhancing accountable administration the Service Delivery Charter has
been developed as a document that will guide both officials of the municipality and
community members on what can be offered by the municipality and what can be
expected by members of the public.

The attached Service Delivery Charter further seek to inculcate a culture of taking a
good care of our clients when they visit the Municipality including when they interact
with the institution via any form of communication.

It is necessary that as an institution we give serious consideration to the people who
are the reason for our existence by complying to principles that empowers the

community to hold us accountable.

PROPOSED RECOMMENDATIONS

1. That the Council takes cognizance of circulated report.
. That the Council approves the circulated Service Delivery Charter.
3. That the Council instruct the Acting Municipal Manager in consultation with

Director Corporate Services to implement the decision accordingly.
RECOMMENDATIONS OF THE EXECUTIVE COMMITTEE

1. That the EXCO takes cognizance of circulated report.
That the EXCO recommends to Council to approve the circulated Service
Delivery Charter.

3. That the EXCO instruct the Acting Municipal Manager in consultation with
Director Corporate Services to implement the decision accordingly.

RECOMMEND TO RESOLVE
1, That the Council takes cognizance of circulated report.
s That the Council approve the circulated Service Delivery Charter.
3. That the Council instruct the Acting Municipal Manager in consultation with

Director Corporate Services to implement the decision accordingly.

For Decision



‘|1uno) |eddiuniy 2yl Agq pausdisse aq
Aew jeyy uonouny 1syjo Aue wiopad e
Anjedidiunw sy Jo ainyipuadxa
pue Bawodul ||B 10} JUNOJY e
‘Anjedpiunw ayy uiyum aoueldwod
pue suonejas Jnoge| punos a0Wold e
‘Anjedidiunw ay3 jo siaieaq
3010 [edntjod 01 IJIApPE BPINOId e
2ul|dIdSIp Jjels ulejulelN| e
‘papusawe
se (TTOZ 40 0 PV) TTOTZ OV SwaisAs
fedidiuniy Jo (B) 99 uOIIIBS Sswd]
ur pajulodde sioBeuew 10j 3dadxd
Ayjedpiunw ayy oy yeys juoddy e
"(d@i) uejd wawdojansq
pales3aju| jo uoijejuswajdw
3yl ul diysispea| 2i391e41S SIPINOLd e
‘uoljedisiuiwpe
JO peay ays st yadeue|p |edpiunp 8yl e

1aboupy [pdpunyy aya fo asiffo
1$921M13s Suimoj|o} ay) apinoad ap

'S931W W0l oljojyiod
dA109dsas 01 SJUNOJJE dAOQE pauoiIusaW

sjuswyedsp  9Ay  Bululewas  8yy jo
Yoea 3|iym “a10Aep 9yl y3noiyi 3w wo)
3AIINJ3XJ 9y} 01 Sjunode J3adeuep
lediluniy 8Y3 jo 0o Byl ‘Ajjedrnjod

Juswdo|aaaq

J1Wwou0d] pue Suuuelq
“uawpedaq $921A195 ALUNwWIwo)
uswiedsq ainjoniisedyu]

‘@140 Anseau] g 198png
quawiedaq sa21A19S 91e10di0)
1a8eue|y [eddiunipy 9yY3 Jo 140

:SMOJ[of SO SJUBWIDASP INIIDIISIUILUPD
anlf ojuy fjasy pasiupbio soy Ayjodidiuniy
3yl ‘saqunwiwiod  Uno 0}  S3JINI3S
Ayonb pup jusidiffa ‘andaffa 4apuai o)

24nnJ3s jeuoneziuedio JnO

‘sinoy Jaye pue Sulnp Q08
T9Z €TO0 Meuod  sapuasiawd

Jo sased ul Ag-pueis uo sAemje

aJe {els oijel| pue Jjeis |eou1ds|3 °
0€:ST — 00:80 1e Aepl - Aepuoin
:sJaiyse)

0€:9T — 0€:20 1e Aepli4 — Aepuoly
:SINOY 9J1JO [e1ausD
:SMO||04 Se Siaquidaw AJunwiwod

0} pauado ase sIVIYO JInQ °

SJNOH I1J0 INO

‘uol1BeIIUNWIWO)
jdomwea |

JUBWIHWIWO)
"WIS||euoISSd404d

‘Adusidiyy3

‘Au8a1u)

‘AM|iqeiunoddy

‘AuaA11ap 321495 Alljenb ySiH
‘Aduasedsues]

sonjeA JnQ

" 2dulnoad pue sjuapisal ayy
JO MjauUaq 3yl 104 DLISIF dunNyYynyyas ul
jutod yimous jelisnpul eSaw pue ssauisng
‘leanynoude  jusuiwoidd e Sulwodaq
Agasayl Asaniap 9d1nu9s Suinoadwy Ispiym
uawdo(aAap |eID0S pue 1Wouodd 3y} Ul
Ajlunwwod ay) JO $10109S || dAjOAUl O],

JUSWIAe]S UOISSIA JNO

", 4Imou3 olwouodd
ddueyus pue sa2iAies Ayjenb sapiaoud
1eyy Aujedpiuniy sjqeureisns pue 3jqelA,,

UOISIA INQ

H3L¥VHO
AY3AITIA IDIAY3S

ALINVYdIDINN V201
I1IVOOWN NIVHHd3




:smojjof
So sajduud ajad oyiog fo uonpuawajdul
ayr ybnouayy siaqwoaw  APunwiwiod
Jo swybu ayy 103dsas 03 yWWod M

JUBWIWWO) INO

"uorpIpsun|
JO eale |edpiunyy je207 djeSoy wieaydy
uiyum Ajunwwod uno Jo siquisw ||e
0} 92IAISS JO 9Q 0] SIA|SSINO HWWOD I

9AI3S aM
Ajunwwio) ay3 yim des3uo) 3dALLS 1o

"S9IIAIDS [EDIURYIDN °
‘(@2ueUllUIRW AYjI0€Y)
‘@oueuajuiew s3uipjing |edpiunip| °
"SIIIAIDS JUsWaSeue 103loud °
"J91EM WLI0S pue speoy °
‘'SDIIAIDS
A1D11109]3 931euIpio0d pue apinoid °

Juawindaqg ainyaniyso.iful

uolnjesasday pue spods ‘aunyn) °
"SDIHAIROR

SPIY/ AIlH jo  uoljeulpioo)
uoi1ea.d3y pue suods ‘ainyjn)
1uawadeuein A1319wWwd) pue syied
Aayes a1gngd

$92IABS SUISUddIT pue diyyea]
JuswaSeuey J33sesi(q
JuswaSeuey a1seM

S321A195 Aseaqn

sa21n13s Juawdojanag Ajunwwio)

(1D1) s@a1na9s A3ojouyday
uoniedIUNWWOo) 1  UOJIRWIOLU|
‘'suoliejey Jnoge

"Juswdojaaag

pue judwadeue|y 92IN0SSY UBWNH
"SDIIAIDS BAIRRIISIUIWPY

$32I413S 33040d10)

"WIISAS Judawaseue|p
jeuonniisul
‘Buiuue|d umo]
‘sweJsSoud Juswdo|anag

21WouU023 |e207 91eu|pJoo)
'$955920.4d

Suluueld juswdojansg paiesdaiu|

CRIVIBIIBER

awdojanag
Jiwouoa3 ' bujuuo|d

"Juswadeuep 199|4

Juswadeue|p

19ssyY pue uleyd Alddng
‘Juswadeuey ainypuadx3
‘Burlioday pue 188png
‘Judwasgeue|n aNUIAIY

auffo Ainspai] ' 15bpng




*S3IUUNWWIOD JNO 0}
uado aq [eys sasssdoud

1@8png pue dal InQ

"S3wWi} ||e 1e suotjduny
Ayjedpiunw ayy moy uo
judledsues) aq |[eBYS 9M

Aduasedsuel]
pue ssauuadp

“SoWll] [|e 1B SIIAILBS
JUSDIYS  pue  DAIBYS
1502 Yum  S3IUNWWOod
Jno apinodd  [|BYS OM

ASuo\ 10} Bnjep

spiepueils
9DIAI9S JNO Ul PAULIYSUD
se saoIAIes Anjenb pue
[2A3] Y8y syi uleulew
3M 1BY} 3JNSUD ||BYS DM

spJepuels Suines

‘S9INSEALW SAI1D3110D
e1  pue  9ziSojode
‘ANjiqisuodsasr e} [jeys
oM  ‘s1oMD  pPaIUWWOd
oAeyY am 2I9YM

sSalpay

‘'SpuUeisSISpuUn duslpne
papusju; a3y} a3en3ue]
ay1 asn ajqissod aisym
sawil [je e |leys oM

‘SOl
||e 1e syodsal jenuue pue
9lisgam ‘elpaw ‘soziquiiz|
‘19119|SMau  Jno ysnouyl
sslunwwod 1IN0 0}
uojlewJoyul 3leindde pue
[1e39p ‘|In} SAIS |leys am

uoneuwou|

‘padua|jeyd AjesisAyd
aie oym asoyr Suipnpuy
g|doad ||e 01 ?|qIssadde
3q |leys sauipjing Ino ||

‘3|qe}1I04LOD
pue uedo ‘98eulis Jadoid
3ABY ||BYS SJ1YO JNO ||Y

‘pa1ud dle
A3yl ydlym o1 SIS
3y} o1 ssadne |enbs
aAey jeys 9jdoad ||y

$$3920Y

Sauwil] {|e 1e UOJ3eJapISuod
pue As214nod ‘uoissedwod
Uum pajeasy aq |feys
siaquisw Anunwwo)

'Sawiy ||e 1e pajuasald
EL pue passalp
Apjeau  aq eys °om

‘sawl} [|e Je s8e}
aWeu Ino 1eam [_ys aM

As911n0)

‘paaRdIad
9B S$IDIAIIS INO MOY JO
2Jeme 3¢ 01 S10|jIPunod

pue slaquaw
JJels lJo) uonensiujwpe
pue |19UNOd
ulyum paysiqnd

Apwaixa aq |eus
pue J9119|SM3aU UMO Jno
ySnosyr oijgnd spew
9q [|eys uolle}nsuod
ino jo SYnsay

spJepuels
Suial  pue  a8enBue|
‘susziid  Jo  uolledo|

|eaiydes80a8 oyl
J9pISUOI ||eyYs spoyiaw
uojjeynsuod ingQ

'S9IIAIDS INO
2ienjeas  Ajsnonupuod
0} s1aquiaw AJuNWwod
d|qeud 0 sa01440
ol[eles  pue  ulew
Jno 1e saxoq uol3sadans
pue SlUBWWOY dABRY
sowll || 1B |jeys aMm

‘soziquiiz|
128png '3 dqI) sBunsaw
uoneddined aqnd
ysnodyl  SLIBUNWIWOD
JNO yUM 3}Nsuod |eys
aMm JedA B 21M] 15B3) 1Y

uoI1B}|NSUO)

EFTVER

a|dpuld




‘Ayjedpiunw ayy

0} S3I11AIDR JuUdNpney} ||e Joday .
‘Ayjedidiunw
9yl SBuiuianod smel-Aq pue smej

paquasaid syr |je yum Ajdwo) °
‘Ayljeddiunw

a9yl o1 swiedwod e 3uIQq .
‘pPa|nNpayas se s3udaw 328png

pue dq| ‘Alunwwod |je puany .
"SPa3U 1 UOIIBWIOUI BY}

[le yum Anjedpiunw ayy apinold .

:buimoyjof

3yl op 01 pa12adxa OSiP 3D NOLA “Wayl
Jof Aod osip pup Auadoid Ayodiunw
ay1 Aq papinoid sad1ndas azijian 03 paldadxa
aib NoA “yum 1o0133ul noA sippiffo ay;
Jo Aubajur puo Ayubip ayi o3 nfioadsal
‘1In12 ‘snoapnod aq 01 pa1dadxa aib Noj

Jaquaw Ajunwwo) e se uoesi|qo JNoA

"AISA1IRpP 921A13S Ul 9sde|
Aue Jo} A3ojode ue aAISSOpP NOA °
"S3LUI] || 1. uolewJoul
9jeandoe pue lesp yum

papinoad aq 01 Y311 B dABY NOA °
‘sawin
[|e 1e 31esapisuod pue A|SNOIUNOD

paleall aq 01 Y3 e dAeY NOA .
‘9]qeuoseas pue

Jiey paleasy 9q 01 Y31 e aAey NOA =
"S9IIAIDS DAIIDYD

pue jdwoud BdAI9231 ||BYS NOA .

"109dsaJ Yym noA 1eauy ||leys s .

:$Da1p buimojjof ayl ui Ajjpidadsa
‘Aypdidiunw 3y wodf sadnias juallffo
pup  3n3ffa  ‘siqpouipisns  ‘Aypnb 03
ybu b anpy noA ‘saquisaw Ayunwiwod b sy

Jaquaw Ajlunwiwo) e se sysiy JNoA

'noA o3 uanaig

9q |leys uoneue|dxa ue ‘eI 39S
9Y1 3uizoaw 10U SN JO JUBAS 3Y} U| o

"Aliey

pue Apujod ‘Apdwosd jutejdwod
JNOCA  yum |esp 01 wie M .

‘noA 151558

01 pausisse aq ||eys |BIdIHO Jayloue

dlqissod aissym pue 3|qejieae 3q

3ys/ay |IMm uaym Jo s|iesp uaAI3

9q |[IM noA ‘ noA 1sisse 0} d|gejieae

jou S| uosiad ?jqisuodsas e J .
"SJUBWHWWOD pale|a4

Jdom Jaylo AQq pauruislep swn

d|qeuoseas e ulyum noA pusne

[|leYS ®m ‘Sh 23S 0} 2WO0D NOA UBYM °
‘shep
Sunjiom $T uryum ascuspuodsariod
ud13Mm 0} puodsay °
‘shep
Supjaom g0 uIyum dduapuodsaliod
Jo L [ELEY 98pajmouwy °
's||ea
Buliamsue uaym sanjasino Apnuap| °
"SBUL G UIYUM
paJamsue 3q ||eys s||ed auoyda|a) °
"sawi}
[le 1e uolleJapIsuod pue Asannod
Yum sisquisw Ajunwwod jeat| °
sn

woif 12adxa pjnoys siaquiawl AunNWwWod
ym s1 siyy ‘ajad oyiog Jo ajdpurd
ayl pjoydn pup sioquaw Ayunwiuiod
ino 01 oaaisuodsals aip oyl  Ayjonb
ybry Jfo sasinuas apinosd 01 jwwiod am

Jusawjwwo) 9JIAI3S JO JU3aWRlelS




'SJUDWNJ0p pue swJaoy Ajijdwis °
*'s2anpad0.d pue sassaooud Ajijdwig °
‘'saunpadsoud pue sassadoud
‘swasAs anoadw 0}  seapl
M3U pue uoleaouul 38eisnodul ®
‘8uiajos wsjqoud
pue  uoMeJIPIP  ‘WUBSWHWWOD
‘AjjeAo]  moys oym suaqudW
Jels piemas  pue  3siusod9y °

:JIpys am pipbai
SIY1 Ul ‘palapuai saainias fo Ajpnb ayz pub
Aianjjap a0in1as anosdwil 03 passauiby aq
[1oYs sjipys pup Abisua Quawijuwiwod ffois

U] |2OxX3
piemay pue uoljeaouu] SuiSeinoduy

‘si98euew s|ppiw pue sia5euew
Joluds  Ajepadss ‘|le wody
paldadxa si Jnoineysq Alejdwax3y e
‘Ajjedpiunw
9yl JO uolpaulp 2d1891e43s |9yl ul
Ajaaoe aiedpiped |jeys sia3eue|p e
‘Ajsnoawiy paniwgns pue
palesauad aq |jeys podau Ajyiuo °
I0M
J19Yy1 01 pajywwod pue |enpund
29 |leys so2Aojdwo JO [9A9]
J3Yyjo pue judwadeuew I|ppIA °
"$10BJ1U0D Sduew.oad J1dy] ul
s9|dpulud 394 oyieg o1esodiodul
lleys  sid93euew  JOIUIS v °

:papbai
SIy1 ul ‘o Aq paspiquia pup paibjndiip
a/p Aypdiunw 3y} fo sanjpa pup uoissiw
‘UoIsIn 3yl 1Dyl 24nNsuU3d 0] JNOADIPUI
[Ipys pup ajdwpxa Aq ppay [|pys siaboupiy

uoiR.]q d18a3e4ls pue diysiapeal

"3WI} 0} W1} WOJ Japudl

9M S30IAI3S Jo Ajjenb ay) astesddy o
‘sjudwpedap

le ur  waisAs  juswaBeuep

9JUBWIOLIRd Juswsdw °

SSDUBAI}RYD pue Alaionpoad
dueyua 01 Hun AIDAIIDP IJIAISS
yoea J4oj} wdlsAs juswsseuew
9auew.opiad wawajdw °
"9WI} 0] dWI} WO S|9AI] ||e 1. Jje1s
ino jo dduewusopad syl aienjeas °

:J|oys am papbai siyi ut ‘sani12afqo
patf1oads uno Buinaiyop aip am Jaylaym
uipI3ISD pup A|pNUUD S$32INIBS InO  Jo
1opdwy 3y} SSasSSp 01 JNOAD3PUS [[DYS 3

JuBWISsassy peduw| A1aAalj2Qg 921AI9S

"Ajjenuue Jopeyd siyl ul 1no

195 SpJepuels 9yl MalAad Ajjewod °
‘Adeandoe
pue saull-awn ‘Ayjenb jo spiepueils
9|qeidadde 193w Jou Op SIVIAISS

N0 usym uoneuejdxs IpIroLd °
'suonse33ns pue souewsopiad
uo oeqgpalj o031 uado a9 °

*Hodal |enuue
pue J918|SMduU ‘DHSgdM JnO UuO

uofjewJojul uewsopad ysignd °
Japeyd

SIYl ul Ino 39S Spiepuels 3yl

jsuie8e ajuewuopad InO JOHUON °

:03 3D3puUn IM

Aypiqejunosoy ing




‘a|qeydeoiddy pue ANjiqissad0y
SIS

luswageuely 22un0say  uewnp
‘Adesayt s9ndwo)

'$21N32NJ1S SY pue Ajjedpiunw

9yl Jo o3pamouy |euonndacx]
"S||14S JUSWISeURIA 121j4U0)

"S||1S Iudwaeuep 3S43AIQ

“S||1)S UOIIBAOUU| pUB BAIRDID
"S|IS IuswWo3euey |edUBUIS

SIS JudwaBeue sawlt

"S|i1)S uoIIedIUNWWO) POonH

:5131204DYd
puo  sjynjs  buimojjof ayr ssassod
lIbys Aypdpiuniy aya ul siaboubiy ||y

SpJdepuels 321A43S JUd4InNd
9yl uo paseq Ayjedpiunw ayy ul
auop 3q ||eys AsAins pedw |enuuy

"AllUNWWOd JNO JO SuBquBW

Aq pasn Ajueujwopalsd sa8en3ue)
[EIJO Ul S|qe|leAe Spew 39 ||IM
SpJepuels IAIDS 1IN0 3|qissod a1aym
‘sjuswijdwod pue syuiejdwod
‘SJUDWIWOd  40oj Saxoqg uo13sa33ns
Aejdsip sAemje |jeys Anjedpiunw ayj
‘Ayjedpiunw

9yl JO J31I9|SMBU pue Siepudjed
‘@1sgqam 3yl uo seadde sAemje |leys
Anjedpiunw ayl jo s|edp 10eU0D
‘Aep Supjiom TQ ulyum

01 papuodsas 3q |leys sa3essaw
papiodal pue sinoy pz Ulyum 01
papusine aq |jeys Asanb anoA 9|qissod
10U JI ‘nOA 1sisse 01 paudisse aq ||eys
|eIdIYO J3yjoue ‘S|qejieAe jou S| NOA
1s1sse 01 uosiad ay) 1eyl suaddey U §|
‘HodaJ jenuue

pue J3119|SMauU  ‘B)SgOM  UnO  uO
papinosd 94 uonEWIOUl DOURWIOLND]
‘puey 1e ysej uo 3oeal Ajpisw jou

pue jse} Jendiyed ul aApoeoud e oy
9AlIS sAemie |leys Aujedpiunw ayjy
‘wistjeuoissajoud

JO [9A9]  y3iy pue  dwodPM
WwJiem JO 9sSuds e 3q |eys o249y}
‘Anjedidiunw ay3 jo 23140 Aue ojul
sylem uosiad |eusaixa Aue Jansuaymn

DAIIS M SJaquIBW
Alunwwod jsuieSe uoneulwldSIp
Jiejun  ue  3uISDISXD  SB  UDIS
9q JoASU pue yoeoudas puoAaq
9q |leys so9Aojdws |edpiuniy
'slaquiaw

Alunwwod JUno  Jo  1sdJ4dUl
1599 9yl 0} SIIIAIBS IPINOId
‘shep Supjiom

0 ulyum sioupasd  ino  Aed
sAep Supjiom

TZ ulyum sausnb uanpum yum jeag
‘shep Supjiom

0€ ulyum suonedjdde ssad0.d
‘sgun

G ulyum sjjes auoydadl Jamsuy
‘'shep Supjiom

0T ulyum sauanb (e  pusny
‘9|qissod

se  Ajenuapyuod  se  poleas
oJe  sisqwaw  Ajunwwod  Aq
pasies sjuiejdwod jje eyl ainsuj
‘passalp Ajqeluasaud aue

sjejo |edpiunw |je eyl ainsuj
"'sel sweu 419y} Jeam

saaAojdwa |edplunw |e ainsuj

:1by3 43uupw o uj ‘Aypnb
ybiy fo saoinias apinoid 03 axpliapun 3

spJiepuejs 22IAJ9S INO




‘pa3.d pue uapuasd ‘adeu Jo

JUno22e uo Jaqwaw Ajunwwod Aue
1sutede ajeulwdsip Aldiejun jou oq
sawn ||e

je sioquiaw Alunwwod 0} plepuels
1S9y8ly |yl JO DIIAIRS  IPINOI{
‘sswi} 3y}

[le 10adsas yum ssaquaw Ajunwwod
|le iessy pue nydjpy ‘sujod ag
‘Ayjeddiunw

ay} 10} 9dUdpIUOd algnd
91eaJd 0] JOpJo ul Jauuew |eiuedw
pue paseiqun ue ul diignd 3yl 3AISS
‘921pnlaad 10 unoney 3noyum Ajjenba
siaqwaw  Heis  Mmojg} Suipnpu
‘S)doad |je 1eas1 pue Ajjeipedwn 1oy
‘pasiwosdwod jJou ase Ayjedpiunw
a3yl jo AuiSsyul ayr pue Ayjqipasd
9yl 1eyr Aem e ul Ayedpiunw
3yl JO 3Sa4SluUl 1S9 Byl ul Py
Jauuew juasedsuesy e

ul pue ‘Ajassuoy ‘Ajzuadijip ‘yue} poos
ul 321440 3y JO SuOIIPUN BY) WIOLIB(
‘Ayjedpiunw ayy

J0 sapijod |nyme| sy) 21ndaxa AjjeAo]

:sawi j|p
10 [jpys Aypdunw ay) Jo siaquiaw ffois

19npuo) jo 3po)

‘suollesijqo Jayio
pue sjuswaJiinbau |e33) ||e Aq 3uipiqy

‘Alys8nousoyy
pue Aj@1e4n208 uoljewojul
Joj sisenbas e o1 Sujpuodsay

swn

9|geuoseal e UIyUMm SDdUBISWNIID
JnoA ur saBueyd yum sn Suipinoid
‘Ajlenyound

sduieaw pa|npayas Suipusany
Spaau |e1dads aaey noA J1 sn SuyjaL
"ssalppe Suljlew Jno o}

puas Jo (10sin19dns s,uostad eyl o)
yum 3uieap uasaq aaey noA uosiad
9yl o1 apew aq pjnoys siuleldwo)
"Julejdwod e ayew noA

usym sajep pue uosiad ‘syoe) Jueas|aul
JO s[lelsp Jespp yum sn ulpinodd
"SJUBWWOD

pue suonssd3ns  SwodPM  IM
‘'sjuswalinbals 1noA

19W J0U dABY DM 3J3YM Sh Suiwiojuj

‘SIIAIDS

ino uo oeqpasy yum sn Suipinoid °
‘me| Aq noA

Jo padinbau st yeym yum suiAjdwo) °
"yoadsal pue

Aseunod yum yeis ino Suneas) °
"UOIJBEWIOUI JUBRAD|DI

pue 9jeindde yum sn 3uipirnoid °

:Aq sn djay un3 noj

131199 NoA 3AIaS sn d[9H NOA ue) MoH

JnoiAeyaq [eqow djgeadaduw °
S13y1o yoeal

pue wo4j used| 031 SSauSuljlIm
ssaul|pusli4

ssoulleq

Anjiqissasoy

Anjigixald

A)sauoH

‘AyjeAon

"AM[1ge3unoddy

* ssaujnyisna)

‘ANSI9AIp

SuinjeA  —  3djueisj0}  |eanyn) °

:sa1nqLiIp
pun saniyonb buimojjof ay1 uipUIDW
jIoys Aypdplunw ay) fo saafkodwy |y




€Z'A08 W|o|esoWIeIyda MMM :DUSGIM

900089C €10  ‘[eenyspue|q Q

G20L99¢C €10 -uisBuomnaaT .

062, ¥.6 €TI0 :Buayaispein .

:S9JI4O 9)lj|o1es
S867 19 €10 :xe4
00v8 T9Z €10 3L

s|I01aQ 3903U0)

0St0
TIVH 3194VIN
TTT X09'0'd

SSaippy [DISOd

0st0
TIVH J194VIN
199415 sNdI4 €T
ssalppy |p3isAyd

puno4 ag a ued) aJaym

"Bol4V YInos
jo Jlgnday ay3} jo uolNNISuod ay}
ul pauieluod se syysu pue AnuSip
s,uos1ad A1aA9 109104d pue 109dsay

‘dnou8 1sa193ul 10 Aped [ediyjod
Aue jo 1sesjul ayy adipnfaud
Jo djowoud 031 Ayjqisuodsal
Jo uonisod JnoA asnge jou oQ




EPHRAIM MOGALE MUNICIPALITY
INSTRUCTIONS TO MANAGERS

e === o == S
EXTRACTS FROM THE MINUTES OF THE 3*° COUNCIL MEETING OF EPHRAIM
MOGALE LOCAL MUNICIPALITY HELD ON FRIDAY THE 30™ MARCH 2012.

f

FILES: 12/1/11/1 [10/01/07/01]

Original of this document on file: 12/1/11/1 [10/01/07/01]

FINALISATION BY:

Municipal Manager” / ,

Referred to ........... A0 4 M 4‘? ..... CG%/V i % [ CLel ... by Municipal Manager

C3/03/2012 CUSTOMER CARE POLICY 12/1/11/1 [10/01/07/01]}

RESOLVED

1. That the Council takes cognisance of circulated report.
That the Council approves the circulated Customer Care Policy.
3. That the Council instructs the Municipal Manager in consultation with Manager Corporate

% implement the decision accordingly.

S. R MONAKEDI
MUNICIPAL MANAGER 3 April 2012

REGISTRATION OFFICE

Official responsible for the circulation of this document (Please print): Oupa Aphane

O\—(/ 74 / 20 /2

Date received

1

Any information contained in this document shall not be disclosed to any third party or used for any other purpose(s) except
for official purposes unless prior written consent was obtained from the Greater Marble Hall Municipality.




EPHRAIM MOGALE LOCAL MUNICIPALITY

CUSTOMER CARE POLICY

DOCUMENT APPROVAL

Responsible Name Signature

Date
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Date of approval:




Introduction

1.1

1.2

1.3

Ephraim Mogale Local Municipality is a service-oriented public institution
and is committed to ensuring customer service excellence forms an
integral part of planning, resourcing and delivery of all Municipal services.
The Customer Care Policy aims to ensure that all sections of the
community including those with special needs have equal access to
service delivery.

The Customer Care Policy aims to ensure that all Municipal official uphold
and commit to the philosophy of Batho Pele.

Objectives of the Policy

2.1

2.2

2.3

2.4

2.5

26

To provide quality service to all Municipal clients interacting with the
institution such as members of the public, service providers, contractors,
fellow staff members in other department and other government agencies.
To ensure that customers are provided with the relevant information as
and when is needed in an appropriate format.

To ensure customer complaints are addressed promptly, timeously and to
the full satisfaction of the client.

To ensure that customers, both internal and external to the Municipality
receive a consistent and fair treatment at all times.

To reduce financial and time costs incurred arising from poor customer
service due to repeat calls from and to customers.

To equip our staff with knowledge and competencies to continuously

enhance the service standards according to changing customer needs.

Scope of the policy

The policy applies to all Municipal officials, Councillors and Ward Committees

members in the service of Ephraim Mogale Local Municipality.

Standards and values

4.1

The key objective is to ensure consistency and efficiency in customer
service provision by:
(a) Providing a standard that is simple and user friendly.

(b) Providing a documented framework and guidelines.

2




(©)

Developing performance targets which are reviewed regularly and
gather feedback from staff, Councillors, the public and other

stakeholders.

4.2  All Municipal employees in all departments shall adhere to the following
customer service standards:

(a)  Acknowledge receipt of enquiries within 3 working days and
respond within 10 working days. Acknowledge 100% of enquiry
done through emails within two (02) working day.

(b)  Acknowledge receipt of formal complaints within three (03) working
days and respond within fourteen (14) working days.

(c)  Answer 90% of telephone calls across the council within 15
seconds.

(d) Provide information about services in Sepedi, English, Afrikaans, or
any other languages spoken in South Africa when requested to do
sO.

(e)  Show empathy when addressing any special needs of clients.

1) Ensure, where necessary that all buildings are accessible to
people living with disabilities.

(9) Involve the community in the process of developing and enhancing
our services.

(h)  Aim to provide a service that treats people fairly and equitable.

(i) Project a customer friendly gesture at all times whether you are
able to provide the necessary service standards to the client or not.

() adhere to customer friendly offices by declaring office a no eating
zone, where proper posters and wall pictures will be hanged.

5. Customer interaction
5.1 Face-to-face contact:

(a)
(b)
()

Customers will be greeted in a polite and courteous manner.
Staff shall always give their full attention to the customer.
Where possible, staff shall aim to resolve the customer's enquiry at

first contact.




5.2

5.3

(e)

(f)

The Municipality aims to ensure that all customers are catered for
and appropriate arrangements are in place and where possible
translation facilities shall be offered.

Staff meeting with customers at the first point of contact shalil
ensure that adequate information regarding the customer's enquiry
is obtained, while ensuring confidentiality especially when dealing
with sensitive enquiries in a busy reception area.

Staff at first point of contact shall give customers the option of
seeing specialist members of staff, either in an interview room, or in
the open reception area.

At first contact, staff shall aim to ensure that customers are not left
unattended for more than ten (10) minutes in reception or an
interview room without providing an update on issues or progress,
either directly or via a colleague. If staff is unavailable the customer

shall be made aware of the expected waiting time.

Waiting times:

After initial contact, customers shall be given an indication of how long

they can be expected to wait. If waiting time exceed 10 minutes, the

receptionist or the secretary to the director must inform the customer.

Telephone calls:

5:3:1.

5.3.2.

5.3.3.

5.3.4.

Staff shall aim to answer telephone calls within 15 seconds or after
three (03) rings.

Calls in departments and sections shall be answered with:

(a)  Good morning / afternoon

(b) Department, name and surname or first name.

However staff in Satellite Offices or external offices shall answer

calls with:
(a) Good morning / afternoon, the facility/site and the person’s

name.
Staff shall aim, where possible, to resolve the customer's telephone

enquiry at first contact.




5.3.5.

5.3.6.

5.3.7.

5.3.8.

Telephones shall be attended during published open hours. If an
official is away from his/her desk, phones should be drawn by the
official in the next office and a message shall be taken and given to
the appropriate official on his/her return to office. Customers shall
not be left with an impression that he/she could not be assisted.

In cases where a customer has a hearing impairment,
arrangements shall be made to assist him/her in conveying his/her
enquiry.

The switchboard telephone shall not be used to make calls or
receive calls by any person who is not operating the switchboard at
a particular time, as that has a potential to disturb incoming calls.

If a call is put on 'hold' the customer must be told why this is
happening and kept updated if the waiting time is longer than

expected.

54  Answering machine and voicemail:

(a)

(b)

(c)

Answering machine and voicemail may be used to ensure that
telephone calls are answered.

Recorded messages from answering machine shall provide
customers with an alternative contact number or details.

Answering machine / voicemail shall give the caller an option to
leave a message.

All work related messages must be responded to as soon as
possible, ideally within 24 hours or the next working day if the
message is left over a weekend, after hours or a public holiday.
Municipal officials shall update voicemail each day detailing
whether available, on holiday or giving alternative contact details /

numbers or forward calls to another number or colleague.

5.5  Written correspondence:

(a)  Incoming written correspondence fax and mail shall be acknowledged

within three days and responded to in 10 working days.
(b)  Receipt of an email shall be acknowledged in two (02) working days.




5.6

5.7

5.8

()

(d)

The presentation and content of any written correspondence must be
clear, easy to understand, accurate and include a contact name and
number.

All issues raised by the customer shall be acknowledged and responded

to within the correspondence.

Complaints Procedure:

(@)

(b)

(€)

Municipal official shall aim to resolve all concerns raised by customers
immediately and informally.

Municipal official shall inform the customer that if the informal resolution is
not to his/her satisfaction, a formal complaint may be lodged and explain
how to do this.

Customers should have an acknowledgement of their complaint within
three (03) days and a full written reply within fifteen (15) days.

Heads of departments shall analyze any complaints about the service in
their respective directorate and take remedial action so that such
problems do not recur.

The service failures may involve:

(1) Unjustified delays.

(i) Failure to follow council policies, rules or procedures.

(i)  Failure to provide a service according to Batho Pele principles

(iv)  Failure to tell people of their rights or entitlements.

(v) Providing inaccurate or misleading advice.

Publications:
5.7.1 The following information shall be available in all Municipal publications:

(a)  Service Standards.

(b) Progress on projects undertaken by the municipality

(c) Changes made to services as a result of feedback, complaints or
consultation with relevant stakeholders.

(d)  the placing of an HIV /AIDs ribbon on all Municipal correspondence.

Suggestions and complaints:

(@)

The Municipality encourages customers, partners and staff to make

suggestions or complaints through putting such in the suggestion boxes

6




5.9

5.10

5.1

5.12

located at all Municipal offices and through the book located at the
reception area, the bank hall in finance, and traffic section.

(b)  Suggestions and complaints shall be acknowledged within 3 working days
of receipt to those customers who have given their contact details.

(d)  Suggestions and complaints shall be addressed within seven (07) working
days after acknowledgement.

(e)  Where concerns could not be addressed customers should be given valid
reasons.

Customer safety and health:

(@)  All customers visiting Municipal buildings shall be provided with a safe
environment.

(b)  The council shall at all times comply with Health and Safety guidelines as
espoused in the OHSA No 85 of 1993.

Staff training and development:

(@) The Municipality shall ensure that staff receives continuous training to
enable them to satisfy customer expectations and keep their skills up to
date.

Staff name badges:

(a)  Where appropriate, Municipal officials shall be neatly dressed to meet
members of the public.

(b) Office bound officials shall at all times wear printed name badges.

(c) Other categories of staff that interact with customers must at all times
wear a hame badge that specify their name and designation and signed
by the Municipal Manager.

Buildings and signage:

(a) Municipal buildings shall be clearly signed internally and externally.

(b) Reception points shall be attended during opening hours.

(c) Reception points shall be welcoming clean, tidy and displays on walls
should be off high quality

(d)  Reception points shall display clear and accurate opening times.

(e)  Details of services and personnel available shall be displayed clearly in all

reception areas.




5.13

5.14

5.15

Information / Communication:

(@)
(b)

Information for the public shali be clear and reviewed regularly.

Published and stored information shall be accessible to customers with
specific needs and in line with the Promotion of Access to Information Act
no. 2 of 2000 upon approval by the Municipal Manager.

Information to the public and other stakeholders should be sent timeously
Any communication shall be clearly identified as Ephraim Mogale Local
Municipality with author, current date and applicable file numbers.

The Municipality promotes the use of electronic medium to provide

customers with information.

Availability and access:

5.141

The Municipality shall ensure that customers have easy access to

information such as:

(a) Opening times.

(b) Offices and addresses.

(c) Names of directors, managers, Councillors and Ward committee
member and CDWs.

(d) Facilities / services available.

(e) Access details.

() Means by which contact can be made.

(9) After hours contact details.

Staff conduct, awareness and safety:

(a)

(b)

()

(d).

Frontline staff shall arrive on time at work and should never leave their
points unattended.

Municipal official shall be courteous and polite when dealing with
customers and expect to be treated in the same way.

In any case of extended dispute, frontline staff must seek assistance from
their immediate supervisor who shall liaise with the immediate manager.
The Municipality shall ensure that procedures are in place to safeguard
staff from both verbal and physical attack by customers.

Actions shall be taken legal or otherwise where verbal or physical attacks

are made against the Municipal officials upon proper investigation.
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)] Municipal officials shall at all times dress properly and wear their
respective name badges for ease of identification by customers.

(g)  Frontline staff shall limit answering cellphones, because assumptions are
that cellphones are believed to be private and clients shall have an

impression that they are not being attended to.

CERTIFICATE OF ENDORSEMENT:

The Agreement to this Policy shall come into effect on the date of endorsement and
shall cease only in the event where such changes/variations has been reduced to
writing and been signed by the Accounting Officer. Unless in the event where any
changes in any applicable Act, Legislation or Bargaining Council Main Agreement has
jurisdiction to supersede.




