CUSTOMER
CARE POLICY




Table of Contents
B, IIEEEHIUCTION cuvouvenvrne vuerses res e vamed b 4488484 14454 E 04404 444 REARS KRS 08 £ £S48 R L 0 EaE3 S R REA £ EA £ AR £ L4 ES 8 B HES SRR 4 £a RS RS SRR 07
2. Purpose and ODJectives OF The POBCY «.......ccov o eircns e senncsrrnsasessnsases sincs birtnts banemes svssases sares sarems s semes panembo bt sased s sass bt B
3. Molernole Municipality POlicy STADEITIENT .ioreis i i s s iesss sss s vesss sases st s orsas e sos brsss oo bessas sares casms brsansa bhses suns pen ns 3
2 SN RIS A NIUIRE Lo iicusomon i adeims o msaes b s A EHFR b4 i 63 W e e S 0 0 W iy s 50
B o O TV U ORI s o s i 08 A o S B 5 TR b e i SR i et B e i T B et e B i O
B e T | T S T T LT R NN SO (ORI RIRE |
B VO DN e B o e 2L O B i eV G R b AT ot
B Telaphonye Calls s i i s e o vasee S35 Vi e o S e T LR e Fmdd e SRR S T R S D e M e B
5.4 Answer phones and VOIEBMAIl .. ... s ters s s be e bs b e 4 et 4 e 4 e 4B kAR AR A Rt R8RS bnm Rt b st sb et st et s
B 5 T e COTTREPONMBIICR . oo i s e i it et st by v Lol L sl L et Lo b i inm i i iy i smaii i B
DB COMPIAING PrOCEAUN. ... . oersececsier s snd s ss s srasat o bea b 824 b4 B840 1 4 8B s 8 s b P Ba mi  ha8bama st besbamba e pessama st serenmana s s s O
BB SUEEESHIONS ..oeuvivenares vt rasobioss beabs bhsoi besms besBebea ek 82 ad 2248 S0 A4 442 0822 08404 04 S04 0004 B84SRSR PR R PR SRR e A b e et s e e s e e B
55 CUSTOMIEE SaFETY SN BBAIEN .......ies srane sosorssuraa ros ve orumi a8 0083 P04 3 F34 4 Fisnn nhai smms e o et o S ks Semit o aem s ommin o s i e bt T
5,10 Staff training and QevBIOPIMBNT ... .o e ciiiiniisns s s assssarns srns srros rares srssssrssas srsss srsma srsss e seren s brsbs besat bt s bsbebtbh
O B T T s SO OSy |
5.12 BUildings And SIBMAER ..o ci e remerre st sr e rnres rraes ren s errssrmess ke brrka bt FAESbARS P 803 04821 04101
5,13 Informantion // COMMUIMIEELION Lyii oo eooes st e ee ot e s b b 48 s8££ 1 b8 bt st m s n e saa s e s
5,14 AVATIADIITY N BECEES 1ovvrrmersreesrnssreresis s vasssmes e res o sas s bbb pedes 80 58 15042458 F 8821 3404085015 4502 B 05828 bs R
5.15 Staff conduct, awareness and SAfEtY ... s s st D

B L OISt OTIEr I DT T O PROVISION. v oot murmsres om0 003 04708 s £ S P BT 13 F o FA P L P S8 S0 P £ S e smir o e amnn 28

5,17 Performance monitoring and eValUAtIon.........coceinmn s st vt e rnss s v

Customer Care Policy [compiled: Senjor Admin Officer] Page 1



1. Introduction

1.1 As a service-oriented public entity, Molemole Municipality is committed to ensuring customer
service excellence is integral to planning, resourcing and delivery of all council services.

1.2 The Customer Care Policy aims to ensure that all sections of the community - including those
with special needs - are not excluded from any area of service delivery.

1.3 The Customer care policy aims to ensure that all our staff uphold the ethos of Batho Pele as
espoused by DPLG.

1.4 Molemole Municipality aims to ensure that the public receive a consistently excellent standard of
customer service as an important tier of Government's resolve to better the lives of our
communities.

2. Purpose and objectives of the Policy

2.1 To provide quality service to all stakeholders interacting with the Municipality — the public, service
providers, contractors, fellow staff members in every department and other government agencies.

2 2 To ensure that customers are provided with the relevant information as and when is needed in
the appropriate format.

2.3 To ensure customer complains are addressed promptly, timeously and to the full satisfaction of
the client

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

2 5 To reduce financial and time costs incurred arising from poor customer service due to repeat
calls from and to customers

2.6 To equip our staff with knowledge and competencies to continuously enhance the service
standards according to changing customer needs.

3. Scope

a. This policy applies to all staff and managers in all departments and sections, Ward
Councillors and Ward Committee members within Molemole Municipality

4. We aim to maintain an environment where:

a. Both the public and members of staff feel valued.

Staff workloads are managed effectively resulting in efficient service delivery.

c. Services can be tailored to the needs of customers - internal and external based on
their feedback.

2

#
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5.7 Publications

5.7.1 The foliowing information will be available in council publications:

a. Standards of service against targets.
Progress on projects undertaken by the municipality

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

5.8 Suggestions

a. We will encourage customers, partners and staff to make suggestions through a suggestion book
located at the Reception area

b. Additionaily, the council will inform customers of any changes made to services as a result of their
suggestions

c. Suggestions and complains should be acknowledged within 3 working days of receipt.

d. Suggestions and complains should be addressed within 4 working days after acknowledgement

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

5.9 Customer safety and Health

a. All customers visiting council buildings will be provided with a safe environment.

b. Where possible, buildings which receive members of the public will have a designated member
of staff for (1) Health and Safety (2) First Aid and the details displayed.

¢. The council shall at all imes comply with Health and Safety guidelines as espoused in the
OHSA No 85 of 1993.

5.10 Staff training and development

a. We wilt ensure that staff receives continuous training to enable them to satisfy customer
expectations and keep their skills up-to-date.

5.11 Staff name badges

a. Where appropriate, staff will be neatly dressed to meet members of the public.
b. Where appropriate, staff will wear printed name badges that specify their name and
designation
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5.12 Buildings and signage

Buildings will be clearly signed internally and externally.

Reception points will be attended during opening hours.

Reception points will be welcoming, clean and tidy.

Reception points will display clear and accurate opening times.

Details of services and personnel available will be displayed clearly in all reception areas.
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5.13 Information / Communication

a. information for the public will be clear and reviewed regularly.

b. Published information will be accessible to customers with specific needs and in line with the
Promotion of Access to Information Act no. 2 of 2000

c. Information to the public and other stakeholders should be sent timeously

5.14 Availability and access
5.14.1 We will ensure customers have easy access to information about:

Opening times.

Offices and addresses.

Names of managers.

Facilities / services available.

Access details.

Means by which contact can be made.
Qut of hours contact details.

Q@ ~0 a0 o

5.16 Staff conduct, awareness and safety

a. Staff working at information centres must arrive on time at work and should never leave their
centres unattended. Timeous permission should be sought from the immediate supervisor if a
staff member wishes to leave the Information centre for whatever reason. The necessary
disciplinary procedures shall be proffered against any staff member violating this clause.

Staff will be courteous and polite and expect to be treated in the same way by customers.

c. Inany case of extended dispute, frontline staff must seek assistance from their immediate
supervisor who will liaise with the immediate manager.

d. We will ensure that procedures are in place to safeguard staff from both verbal and physical
attack.

e. We will take action - legal or otherwise - where verbal or physical attacks are made to staff.

. Staff shall at all times dress properly and wear their respective name badges for ease of
identification by customers.

g. Inno time should staff, while at the Information centres answer cellphones. This is because
celiphones are believed to be private and clients will have an impression they are not attended

to.
ﬁ
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5.16 Customer information provision

a. Stored information will be made available in accordance with Promotion of Access to
Information Act no. 2 of 2000

b. Any communication will be clearly identified as Molemole Local Municipality with author,
current date and any reference numbers.

c. We will also promote the use of electronic service delivery to provide customers with
information.

5.17 Performance monitoring and evaluation

a. This policy will be reviewed every year to accornmodate changing client’s preferences

b. We will have systems and processes in place that allow us to monitor and evaluate our
performance and publicise our performance against standards.

c. Molemole Municipality will ensure that systems are in place to monitor service performance @
against the set standards

d. Information will be collected from internal staff, service providers and the public to obtain inputs
for improving the system.

Approval of the policy

a) Date of Approval by Council 30 May 2023

Hon. : €lir M.E Faya

b) Signed on Behalf of the Council

“
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