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TRANSVERSAL STANDARDS

HUMAN RESOURCE MANAGEMENT

TERMINATION OF SERVICE & EMPLOYEE BENEFITS 

STANDARDS:

· A Persal report for age retirements is extracted in January each year.

· All employees who qualify for retirement due to age are retired at the end of the month of reaching the retirement age.

· Termination due to ill-health to be finalized within three months after receipt of medical certificates.

· Employees who retire because of old age are notified three months prior the last day of service.

· Resignations / discharges and abscondments are processed in five working days after receiving information.

· Notification on abscondment to be done within two days by the supervisor.

· Finance section is advised on payment of Leave gratuity within a day of the date of termination.

· Form Z102E is completed and sent to Pension Administration in five working days.

· Stopping of salary is effected within 24 hours upon receiving directive. 

· Death benefits are processed within one working day after receipt of death certificate.

· Stop orders for homeowner allowances are processed within five working days upon approval.

· State guarantee is issued 5 working days after receipt of the application form.
· Financial institutions are informed 5 days after termination of service for state guarantee purposes.
· New employer to be informed of state guarantee within 5 working days after termination of service with current employer.
· Admissions, Additions / Cancellations of medical aid membership are done in two working days upon request.

· All other stop orders for employees are processed within two working days.

· Pay sheets are analyzed monthly to verify that only employed workers are remunerated.

LEAVE MANAGEMENT

STANDARDS:

· Correctness of leave credits is verified within a day before capturing on Persal system.

· Leave forms are captured on Persal system within two days of receipt

· Employees are informed monthly of their available leave credit days through pay slips.

· Circulars for accrued leave days issued within six (6) months before the expiry of the cycle. 

· Auditing of leave days accrued prior to retirement or death is done within two (2) days.

· Leave files are audited daily upon request to pay gratuity.

· Deduction on leave without pay to be captured within three working days on Persal System.

· Denied leaves are taken to Finance section for payment in June month.

· Original leave forms are filed in SV file within 1 day of receipt.

RECRUITMENT AND SELECTION

STANDARDS:

· Only candidates on the short list will be contacted within 3 months

· Advertisement for posts is open for a maximum of 30 days for candidates to respond

· Appointment of successful candidate is finalised within 60 days after closing date

· Successful candidate is notified within 5 working days after approval of the recommendation.

· Unsuccessful candidates are notified within 14 days after confirmation of the appointment of a successful candidate

· Admission to Pension Fund is processed in five working days after appointment. 
TRANSFERS AND TRANSLATIONS

STANDARDS:

· Translations and Transfers are done upon request by the various units within 5 working days.

· Decision by the HOD or his/her delegate is done within 3 working days.

· All decisions are communicated to the relevant units within 3 working days.

· Resettlement costs are processed in five working days upon receipt of the relevant approved documents
EMPLOYEE WELLNESS PROGRAMME

STANDARDS:

· EWP Committee meets once quarterly  discuss Employee Wellness related issues 
· EWP Departmental coordinators report progress to the committee quarterly.
· Internal evaluation of the EWP is done annually.

· External evaluation of EWP is done after two years.

· Confidential EWP records are classified and kept safely on daily basis.
· In case of emergency, clients are attended to within 2 days 

· In case of trauma, clients are attended to within 3 days.

· Other referrals are attended to within 5 working days.

· Feedback to the formal referral source given monthly.

· Marketing and promotion of Employee Wellness Programme is done monthly.
OCCUPATIONAL HEALTH AND SAFETY (OHS) & COMPENSATION FOR OCCUPATIONAL INJURIES AND DISEASES (COID)

STANDARDS:

· Health and safety representatives are trained within three months after appointment.

· Awareness campaigns on COID and OHS are held by March each year.

· Evacuation plan is displayed and communicated at all times.

· Mock drill is conducted in all workplaces by March each year.

· Identified employees are trained on First aid and fire fighting within three months of appointment.

· Protective equipments and clothing are provided by March each year.

· Assessment of risks is done quarterly.

· Health and Safety representatives report occupational injuries and diseases to the coordinator at all times.

· Departments compile statistical data on occupational injuries and diseases quarterly

· Fatal cases are reported to Department of Labour within a day of receipt of information. 

· Critical and fatal cases are reported telephonically to the Office of the Compensation Commissioner within a day of receipt of information

· Notify National treasury within two workings days after receipt of the Award from Office of the Compensation Commissioner.

· Payment of medical expenses is done within a month of receiving authorization from Office of the Compensation Commissioner.

HUMAN RESOURCE DEVELOPMENT

BURSARY MANAGEMENT

STANDARDS:

· Period for receiving new bursary applications is between 1st June to the 31st October each year.

· Acknowledgement of receipt of application is done in five working days.

· It takes ten working days to update and prepare schedules for selecting committee.

· The schedule is forwarded to a selection committee at the end of November each year.

· A Selection committee meets on the 1st week of December each year to determine departmental needs and recommend to HOD for approval.

· The individuals complete contract documents during the last week of January each year.

· It takes one working day to verify results and statement of account.

TRAINING AND DEVELOPMENT (GENERIC)

STANDARDS:

· Invitation for nominations and pre-course evaluation forms are issued two working weeks before a course starts.

· Nominations and pre-course evaluation forms from supervisors are submitted in two working days after receiving invitations.

· Supervisors give performance feedback three months after attendance of a course, and then HRD visits the candidates within two working weeks.

· Payment for bursaries are made annually before end of April

· Invitation for nomination requested by the Office of the Premier is done five working days before the course is offered.

ABET 

STANDARDS:

· Names are submitted to an Assessing Authority (Department of Education) in two working weeks before assessment and placement.

· Attendance duration is a minimum of six hours per week.

· HRD monitoring is done four times a year(during opening and closing as per School calendar) and during the process when required. The items to be monitored are facilities and equipment and sustainability of the programme.

· Intervention is through monthly meeting with the Department of Education.

· HRD receives results at the end of each year and process further interventions within a week.

LEARNERSHIP AND INTERNSHIP

STANDARDS:

· Interns and Learners at a minimum of 5% of the Departmental establishment are placed by April each year.

· An advertisement for the Interns/Learners is done annually in February each year.

· Interviews are held second week of March each year.

· Interns are placed in respective units in April each year.

· Interns are assessed quarterly through Performance Management System.

· Testimonials are prepared for each intern within a day upon request.

· Interns will be awarded certificates of service on completion of the program within a month upon completion.

PERFORMANCE MANAGEMENT SYSTEM

STANDARDS:
· All employees submit performance instruments by the end of April annually.

· Employees submit performance reports (reviews) within the 1st month after the end of the quarter.

· All employees’ annual evaluation reports are completed and submitted by the end of April each year.
· Performance Management System committees to finalize the moderation of reports by the end of May.

· Moderated evaluation results are submitted within five working days after the sitting to the HOD for approval.

· Employees are informed of the evaluation results within 30 days after approval.

· Rewards are finalized not later than the end of July.

· Submission of the assessment reports of SMS to the Office of the Premier by the end of April.

JOB EVALUATION AND WORKSTUDY

STANDARDS:

· Alignment of Departmental policies with other Departmental policies is completed within one month.
· Request for the evaluation of SMS posts are dealt with within thirty (30) days.
· Job Descriptions are dealt with within five days of receipt.
· Job Evaluation reports are screened within seven days of receipt.
LABOUR RELATIONS

MISCONDUCT CASES SERVICES

STANDARDS:

· Misconduct transgressions are recorded in the register within one (1) working day of receipt.

· The investigating officer is appointed within five (5) working days after the case is reported.

· Charges are formulated within 30 days of the appointment of the investigating Officer.

· The chairperson/presiding officer is appointed within 5 (five) working days after receiving the report from the investigating officer.

· The investigating officer/employer’s representative gives the employee (alleged offender) a notice of disciplinary hearing within five (5) working days before the hearing.

· The disciplinary hearing is held within 10 (ten) working days after the notice is delivered to the employee/alleged offender.

· The chairperson/ Presiding Officer communicates the final outcome of the hearing to the employee within 5(five) working days of the conclusion of the hearing.

LABOUR DISPUTES – GRIEVANCE PROCEDURES

STANDARDS:

· Grievances are registered within one (1) working day of receiving representations from an aggrieved employee.

· Investigating officers are appointed within five (5) days of receiving the grievance/complaint from the aggrieved employee.

· Investigating officer conducts and concludes the investigation within 14days of appointment.

· Investigating officer submits a report with recommendation on how the grievance should be disposed of within five (5) days of concluding the investigations.

· Aggrieved employees are informed of the decision and reasons for the decision within 7 working days of receiving a report from the investigating officer. 

· Notices of conciliation/arbitration hearings received from the Commission for Conciliation, Arbitration and Mediation (CCMA), Public Service Coordinating Bargaining Council (PSCBC) and the general Public Service Sectoral Bargaining Council (GPSSBC) are registered within one (1) day of receipt.

· The employer’s representative in conciliation/ arbitration hearings is appointed within (3) days after the receipt of the notice of conciliation / arbitration hearings.

· The employer’s representative investigates the cause / origin of the dispute and report to management within five (5) days of appointment to secure mandate of handling the dispute.

· The employer’s representative communicates the outcomes of conciliation / arbitration hearing within five (5) days of the conclusion of the hearing.

· All departments submit statistical reports to the Office of the Premier monthly.

· A consolidated report on statistics is submitted to management within five (5) days after every month end.

RECORDS MANAGEMENT

STANDARDS:

· Records Management Surveys are conducted by March each year. 

· Each department implement systematic disposal program by March each year.

· Documents should be filed within a day of submission to Registry 

· Folio numbering should be done upon filing of documents daily.

· Files should be retrieved within a period of 5 minutes 

· Follow up on un-returned files should be done within 5 days 

· New files are opened within one day after the need has been identified 

· Files shall be closed if terminated or have reached the thickness of 3 cm/150 folios 

· Files for new employees shall be opened on the date of assumption of duties

PROMOTION OF ACCESS TO INFORMATION 

STANDARDS:

· Decision on request for information is made within 30 days of the receipt of a request.

· Database of requests is updated quarterly

RISK MANAGEMENT

STANDARDS:

· All security related investigations are conducted within 7 days after being reported.

· Preliminary Investigation report is compiled within 7 days. 

· Final investigation report is compiled within thirty days of the incident.

· Surprise information security audits are conducted within the Departments once per month.

· Every security service provider is monitored daily to evaluate compliance to the contract.

· Surprise visits are conducted to sites where service is rendered to audit compliance to service contracts daily.

· Security service level agreements are monitored at least three times a month to evaluate compliance by the service provider.

· Security service providers meetings are held quarterly 

· Feedback for the concerns raised during quarterly meetings is given within thirty days of the meeting.

· Pre-employment/record check to service providers and employees through NIA is conducted on monthly basis.

· The strategic objectives are defined per division by April each year.

· The risks are identified from the strategic objectives by April each year.

· Risks are quantified on a monthly basis.  

· Responses are developed and forwarded to Provincial Internal Audit section monthly. 

COMMUNICATION SERVICES

PUBLIC RELATIONS

STANDARDS:

· The Departmental Communication Strategy reviewed by March each year.
EVENT MANAGEMENT

STANDARDS:

· A Departmental Annual Calendar of events is finalized on or before 31st March each year.

· Events guidelines are reviewed twice a year

· Clients are consulted to weeks prior to the staging of the events.

· Liaison with the Premier’s Protocol unit for preparation of functions when VIP is invited monthly.

· Oversee logistical arrangement and effective event management for the image of the department monthly. 

· Venues are inspected and planning is finalized one week prior to events
· Liaison with the Premier’s Protocol unit for preparation of functions when VIP is invited monthly.

· Chairing preparatory meetings for each departmental event and function as per monthly program.

· Oversee logistical arrangement and effective event management for the image of the department monthly. 

PUBLICATIONS/ INTERNAL COMMUNICATION

  STANDARDS:

· A Departmental newsletter is published once quarterly.

· An internal news bulletin is published monthly

· An annual report is published by May each year

· Communication notices are distributed within 24 hours upon receipt of directive.

· Communications Audit conducted once a year

· Notice board’s are updated once a week 

· Departmental website updated weekly
MEDIA, LIBRARY AND RESEARCH

STANDARDS:

· Media strategy reviewed twice a year
· Compilation of media analysis is done  weekly

· Media scan/press cutting is monitored daily  and reports submitted weekly

· Research is conducted a week prior to events.

· Research report submitted 3 days before the event.

· Conduct research on key-topics to assist in the speech writing for the Executing Authority on weekly basis.

· Daily briefing to the office of the Executing Authority on media analysis and appropriate advised on the communication strategy.

SUPPLY CHAIN MANAGEMENT
DEMAND MANAGEMENT

STANDARDS:

· Verification for need requested is done within one day

· Optimum method to fulfill the need determined within three days.
AQUISITION MANAGEMENT

STANDARDS:

· Establish the kind of goods or service to be acquired within one day.

· Determination on the source is done within a day.

· Verbal quotations are done within a day.

· Three written quotations are obtained within seven days. 

· Compilation of bid documentation for competitive bids is done within one (1) day.

· Bids are advertised for a period of 30 days.

· Bids close at. 11h00 on a predetermined date and dispatched to end-user within five days.

· Evaluation of bids done within 60 days.

· Clearing successful bidders and awarding of contracts done within 21 days.

· Signing of contracts and service level agreement done within seven days of the award of the contract.

LOGISTICS MANAGEMENT

STANDARDS:

· Stock levels are determined on daily basis.

· Vendor performance- Monitored on daily basis.

· Stock levels are determined on daily basis.

· Vendor performance- Monitored on daily basis.

STORES/WAREHOUSE MANAGEMENT

STANDARDS:

· Upon receipt goods quality, quantity and correctness is checked within one day.

· All incoming stock must be bar-coded/taken-on stock within two days.

· Payment voucher must be processed within a day.

·  Record of stock received forwarded to record keeping management within two days.

ISSUING /DISTRIBUTION OF ITEMS

STANDARDS:

· Received requests are processed within three days.

· Stock taking of all stores, equipment and live-stock is done by 31st January each year.  

·  A stock-take plan with time scales is compiled on a yearly basis and forwarded to the Accounting officer. 

·  Stock- take of stores items on distribution is conducted on quarterly basis.

· Report on the outcome of annual stock-take is submitted to the Accounting officer within seven days.

· Recovery of losses or damages due to negligence on the part of the official is made within 30 days of the approval by the Accounting Officer.

· A copy of the consolidated stock- take report is forwarded to the Provincial Treasury not later than 30 days after the end of the financial year.

TRANSPORT MANAGEMENT

STANDARDS:

· Trip authorization is done on a daily basis.

· Log sheets returns are processed for payment on monthly basis.

· License disks are renewed a month before expiry dates.

· Government vehicles petrol cards are renewed before the end of each financial year.

· Resolutions taken by the departmental transport committees are communicated to Heads of Departments within seven days of the meetings.

· Subsidized vehicles applications are submitted to the service provider within three days upon approval by the HOD.

· Vehicles inspections - Government vehicles are inspected at least once a week by the Division Head: Logistics/transport officer.

· Accidents- All damages to /accidents with government vehicles, must personally be reported within 24 hours to the SA Police Service by the official who was involved in an accident or was in control of the vehicle when damaged.

· Loss of government vehicle is reported within 24 hours to the SA Police Service.

· Inspections on subsidized vehicles are conducted every month when fuel claims are submitted. 

DISPOSAL MANAGEMENT
STANDARDS:

· Accounting Officer/Authority to appoint disposal committee by 1st of April.

· An “obsolete/redundant stock report/official document” is compiled every quarter.

· A plan for disposal of a redundant and obsolete stock should be drawn within 30 days of notification.

· The disposal schedule with recommendations as drawn by the committee is submitted to the Accounting officer/authority for evaluation and approval within three days of compilation.

· Detailed disposal reports are forwarded to the Provincial Treasury by the 31st march each year.

· Disposal of redundant stock is done 90 days after approval by the Accounting Officer.

FINANCIAL MANAGEMENT

BUDGET SERVICE
STANDARDS

· Conducting budget-planning sessions for costing spending items on the 1st and 2nd week of the each financial year.
· Planning sessions for preparations of budget submissions for the coming year starts the first week of May annually.
· Consolidation of departmental inputs into MTEF and GFS document is finalised on the 31st May annually.
· Capturing of budget in BAS and FINEST systems is finalised on or before 31st March each year.
· Closing of books-Appropriation accounts shall be finalised during the 1st week of May each financial year.
· Fund Requisition for the department submitted 4 day before end of each month

· Preparation and submission of Annual Financial Statements on or before 31st May to Treasury and Auditor-General

· Early Warning Reports to Treasury are submitted on or before 15th of each month.
· Financial reports to EXCO are submitted quarterly.
· Monthly spending report is issued 5 day after each month.
· Finalisation of GFS and MTEF budget factoring in Adjustment Budget and submission to Treasury is done on the 1st week of December within 5 days.
· Consolidating statistics in respect of infrastructure, personnel, training, and assets and submitting to Treasury is done on the 3rd week of January.
· Tabling of Provincial Budget by MEC for Finance – Approved budget figure and MTEF budget is at the end of February.
DEPARTMENTAL EXPENDITURE


SALARY ADMINISTRATION

STANDARDS:

· Audit queries are responded to within 14 days where-after an application for extensions is made to the Auditor-General

· BAS cheques for the amount of R2000.00 or less are printed daily

· PERSAL cheques are printed weekly

· Service termination is processed within a week upon receipt

· Allowances are processed within a week upon receipt

· Salary updates are processed on monthly basis

· Pension payments are processed monthly

· Tax reconciliation are submitted to SARS before the 7th of each month

· Tax reconciliation for annual payments is done annually, two months after the tax year end

· Third party cheques and schedules are posted monthly to service providers

· Salary recalls are processed weekly

· IRP 5 certificates distributed annually within 14 days after they been printed

· IRP 5 maintenance is done annually

· Regional service levy is submitted to municipalities monthly upon receipt of PERSAL reports

· Payroll return is submitted to Provincial Treasury monthly before the 7th of the month.

· PERSAL reports and cheques are collected to PERSAL  user support weekly.

· Properly completed claims are processed for payment within 5 days

· Allowances  are processed within a week upon receipt 

· Capital transfers are processed 8 days upon receipt of a claim.

· Monthly salary subsidies for municipal and Traditional Affairs district personnel are processed monthly.

· Salary reports are distributed monthly to SBU’S within 3 days upon receipt

·  Receipts are issued immediately upon receipt of revenue.
ACCOUNTING AND SYSTEM
STANDARDS

· PERSAL cheques are mapped weekly.

· Bank Reconciliation performed weekly.

· Interface Exception cleared daily.

· Entity is created within a daily after a request has been received.

· Revenue receipts are issued daily.

· Cash available banked daily.

· Financial reports are given to each SBU and DIVISION monthly
· Payments vouchers received are captured within 1 day.

· Authorisation and Approval are done by different officials other than those who did the capturing in 1 day.

· Payment Stubs printed within 2 days after receiving payment vouchers.

· Exceptions are resolved within 1 day after interface.

· Payments due to Creditors are settled within 30 days from date of receipt of statement.

· Paid Vouchers with Payment Stubs attached are filed according to the names of the creditors in their alphabetical order at Registry within 2 days.

· Expenditure Reports are requested monthly to check and reconcile the spending trend of various Programmes.

REVENUE AND SYSTEM
STANDARDS

· Revision and adjustment of revenue estimates/targets during the month of September each year
· Revenue tariffs are revised on an annual basis a month before the start of the financial year
· Rotation of cashiers after twelve months of appointment
· Inspections are conducted bi-monthly at all collection points
· Spot checking at collection points is done on weekly basis

· Weekly transfer of revenue collected by departments to Provincial Revenue
· Appointment of officials responsible for face value forms is done in April each year.
· Capturing of receipts within two days of the receipt
· Banking of revenue /moneys collected within 24 hours in line with the departmental policies and regulations
· Opening of debtors files within a day after creation into the system
· Recording of debt information in the debt Register within a day after recognition of debt
· Issue of statements to debtors within 7 days after the end of every month
· Monthly debts reports to Provincial Revenue are submitted on or before the 15th of each month.
· Writing off of debts where recovery is impossible or uneconomical is done by March each year.

· Capturing and updating of code structures for all financial systems a month before the start of the financial year.
· Daily checking of the server to ensure the up and running of the systems
· Logging of calls within a day after identifying the problem.
· Registration of an entity into the system within two days.
· BAS user Id’s are issued within a day.
· FINEST and PERSAL user id’s are issued within 3 days
SERVICE DELIVERY IMPROVEMENT
SERVICE IMPROVEMENT PLANNING AND EXCELLENCE PROGRAMMES.

STANDARDS:

· Departmental Service Delivery Improvement Plan is available by end of March each year.

· Implementation report of Service Delivery Improvement Programme is made available at the end of each quarter.
· All departmental service standards are monitored quarterly, and reports made available on intranet.
· Customer satisfaction survey is conducted bi-annually, and reports made available on intranet.

· Departmental Imbizo with the staff is held at least once per year.
· Citizen’s report and Statement of Public Service Commitment are made available to the citizens and stakeholders from the 31st August each year.

· Implement Departmental Excellence Awards programme by the end of October each year.

· Profile report on the departmental Awards is compiled by 31st March each year.

· Participation in the Premier’s Service Excellence Awards programme by the end of July to November each year.

· National and Provincial events are co-ordinated according to instructions issued by HOD,MEC,DG and the Premier.   

STANDARD DEVELOPMENT, MONITORING AND SERVICE COMPLAINTS.
STANDARDS:

· Monitoring of suggestion boxes in all departmental service delivery points is done quarterly.

· Writing materials are available at every suggestion box daily.

· Suggestion boxes are lockable, visible and user-friendly daily.

· Suggestion boxes are opened weekly be committee members.

· Lodged complaints and queries are referred to relevant Units for further processing within 2 days.
· Received complaints are acknowledged within a day.

· Responses on the findings on reported cases are made known to complaints within 2 days after the investigations.

· Service standards are reviewed in consultation with departmental stakeholders by the end November each year.

· Public Service Week/Imbizo is held quarterly.

· Utilization of suggestion boxes is monitored daily and feedback provided to citizens on monthly basis.

· Feedback is provided quarterly in respect of issues raised during Exco Meets the People and Imbizo with external stakeholders.

· Implementation of departmental service standards is monitored monthly.

· Planned and surprise visits are done monthly to monitor service standards compliance by service delivery institutions.

· Complaints procedure is reviewed and made known to citizens by the end of May each year.

· Critical cases that need immediate attention are reported telephonically to the HOD within a day of receipt.

OFFICE ON THE STATUS OF WOMEN

STANDARDS:
· Gender mainstreaming programme is incorporated in the management plan by 31st of March each year. 

· Gender audits conducted at least once a year

· Submit monthly, quarterly, annual reports within 14 workings upon the term of reporting.

OFFICE ON THE STATUS OF THE DISABLED
STANDARDS:
· Disability audits conducted at least once a year

· Gender mainstreaming programme is incorporated in the 

     management plan by 31st of march each year. 

· Develop reports on progress on disability  
     mainstreaming every quarter.

· Submit monthly, quarterly, annual reports within 14  

Working days upon the term of reporting.

· Consult disabled peoples organizations on programs   
once a year

OFFICE ON THE STATUS OF OLDER PERSONS
STANDARDS:

· Develop database of all institutions housing the elderly people once a year.

· Report on progress of elderly mainstreaming once every quarter.

· Develop action plans of awareness program six weeks before the event.

· Submit monthly, quarterly and annual reports within 7 working days upon the term of reporting.

OFFICE ON THE RIGHTS OF THE CHILD

STANDARDS:

· Develop action plans of awareness program six weeks before the event.

· Submit monthly, quarterly and annual reports within 7 working days upon the term of reporting.

· Issues of child rights are incorporated in the management plan by 31st of March each year. 

GENERIC SERVICE STANDARDS AND VALUES

COURTESY

STANDARDS:

· Employees always introduce themselves when serving citizens all the time

· Employees wear official nametags whilst on duty

· Clear sign posts/directions to and at Public Service institutions are available at all times.

TELECOMMUNICATION

STANDARDS:

· Employees’ official cellular phones are accessible at all times. 

· Telephones are answered within 3 rings

· Telephones at switchboard are answered within 3 rings, including lunchtime

· Where a telephone is not answered within 5 rings a caller is diverted to another person or back to the switchboard for taking a message.

· All messages are written down in the duplicate message book and passed on to the relevant unit within a day

SERVICE DELIVERY COMPLAINTS AND REDRESS

STANDARDS:

· Where services were not rendered according to customers’ expectations , an apology is tendered within 2 working days 

· Once a client has lodged a complaint, progress relating to the full investigation is communicated within 14 working days.

· Any verbal complaint is responded to within 2 working days 

· Investigation of service delivery complaints is finalised within 30 days.

· The right of a client to seek a second opinion is respected and the client is referred to the relevant services within a day.

INFORMATION

STANDARDS:

· Employees give reliable information at all times.

· Information to the customers is available at all public places in all provincial languages.

· Information on government activities is made available on request, within 14 working days.

MAIL

STANDARDS:

· Correspondence is acknowledged within 2 days of receipt. 

· Electronic mail is responded to within 2 days of receipt.

· Correspondence other than service delivery complaints is responded to within 14 working days

MEETINGS

STANDARDS:

· Invitations to meetings are issued 7days before the meeting

· Where a scheduled meeting with clients cannot be attended to by an employee, a written apology is submitted 2 days before the meeting unless alternative arrangements are made.

· Employees strictly adhere  to the starting time on pre-arranged scheduled meetings
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