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SERVICE DELIVERY CHARTER FOR THE BRANCH: STATE PROTOCOL IN THE DEPARTMENT OF INTERNATIONAL RELATIONS AND COOPERATION
1.
Who are we?


We are the Branch State Protocol in the Department of International Relations and Cooperation.
2.
Where can we be found?

Our offices are located on the corner of Soutpansberg Road and Tom Jenkins Drive, Rietondale, Pretoria, Tel:  012 351 1000 and Facsimile number 012 328 7701.
We are open from 8h00 up to 16h30 unless otherwise indicated.
In case of an emergency after hours, the Department’s Operations Room in Pretoria can be contacted at telephone number 012 351 1000/0050/0035.

3.
Our vision
Leaders in Exceptional State Protocol Practices.
4.
Our mission

Committed to service excellence by applying Protocol expertise through consistent and systematic practice in support of the implementation of the strategic objectives of Government and the Department of International Relations and Cooperation.

5.
Our values
Respect, Mutual Support, Loyalty, Service Excellence, Attention to Detail and 
Time Management.

6.
Services we provide
6.1 Effective implementation of Ceremonial Events and International visits and Conferences

6.2 Excellent protocol services to Provincial and Local Governments

6.3 Effectively manage Government hospitality infrastructure
6.4 Exceptional service in management of privileges and immunities

6.5 Issuance of South African Diplomatic and requests for visas

6.6 Appointment and accreditation of Heads of Missions, Consuls-Generals and Honorary Consuls
6.7 Efficient Diplomatic Communication System
6.8 Efficient Management system for National Symbols and facilitation of Foreign Awards
7.
We offer you personalised service. We will:
7.1       Explain the things you need to know and make clear what you need to do

7.2       Be helpful and respectful to your needs

7.3 Give you the service you need or guide you to others who can help you

7.4       Let you know when to expect a decision

7.8       Acknowledge any mistake we make and take corrective measures. 

We will make every effort to meet the stated standards. When it is not possible to meet the stated Service Delivery Standards due to factors beyond our control, we will explain to our customers the reasons therefore. 

We have set the following minimum professional standards for the level and quality of services we provide as a Branch:

· We serve all customers in an unbiased, polite, helpful and

impartial manner;

· All customers are entitled to receive high standards of service;

· We are punctual in the execution of our duties and are committed to timely service;

· We co-operate fully with other employees to advance the public interest.

· We share information, work as a team to maintain the standards and to achieve our objectives;

· We execute all reasonable instructions by persons officially assigned to issue them;

· We execute our duties in a professional, competent and accountable manner;

· We honour the confidentiality of documents and discussions;

· We take responsibility for our own work and workflow of the Branch as a whole;

· All services rendered shall be communicated to customers in English. If a customer wishes to be served in any of the other official languages, every attempt will be made to find an employee in the Branch to assist in the customer’s language of choice;

· All effort is made to avoid error. Accuracy of at least 90% is guaranteed;

· The Branch is in continuous consultation with relevant role-players to ensure that information provided to the public is correct and up to date.

· Information provided by the  Branch is reliable subject only to the accuracy and timeousness of data received from outside agencies;

8.
The Service Standards of the Branch State Protocol
The Branch State Protocol is committed to upholding these service delivery standards and ensuring a consistent and systematic State Protocol service to all our customers irrespective of national origin, age, gender or religious orientation. Our customers include foreign governments, states, diplomatic missions accredited in South Africa, other government departments and institutions, the provinces and all business units within the Department of International Relations and Cooperation. 
Our commitment is for service that can be clearly determined and measured at all times by sensitivity, empathy, courtesy, speed, accuracy and fairness. We commit ourselves to the principles of Batho Pele (consultation, service standards, access, courtesy, information, openness & transparency, redress and value for money) and will indicate to you as our customers what you can expect from us with regard to service delivery standards. 
9.
The attached schedule provides our minimum operational standards (time frames) for the services rendered. 
It should be noted that the time frames laid down are those based on existing conditions, and in many instances are governed by factors that are beyond our control.  State Protocol is committed to improvement on service delivery and the shortening of lead times for service delivery. 

	PROTOCOL FACILITATION SERVICE
	TIME FRAME

	Opening hours
	06:00-22:00 daily

	Arrivals and departures outside normal operational hours
	On request

	Passports are cleared through Immigration by a Protocol Officer and Luggage is collected and taken through Customs and handed over to the VIP
	Per flight, within 30 minutes

	All officials from Diplomatic Missions accredited to the Republic of South Africa are assisted and escorted by a Protocol Officer at all times when entering a restricted area at the airports 
	Daily, on request

	Maintain good protocol and etiquette with all clients
	Daily

	Diplomatic Immunities & Privileges
	

	Issuance of Diplomatic Identity Document
	10 Working Days subject to compliance

	Endorsement of the Substitution of the Temporary residence Permit
	5  Working days

	Lease of properties
	Approved within 2 day

	Purchase of property non exempt
	Approved within 2 day

	Purchase of property with exemption
	Principle approval within 5 days

	Customs Clearance Certificates for imports
	Approved within 24 hours

	Customs Clearance Certificates for purchases
	Approved within 48 hours

	Acquisition of vehicles
	Approved within 5 days

	Allocation of diplomatic registration number
	Issued within 5 days

	Requests for registration in the fuel levy scheme submitted to SARS
	Within 10 days

	Fuel levy claims submitted to SARS
	Within 10 days

	Disposal of vehicles
	Disposal certificates issued within 5 days

	Correspondence to enquiries
	72 hours

	Confirmation of immunity status
	72 hours

	Criminal cases
	72 hours

	Civil matters
	72 hours

	Labour disputes
	72 hours

	Ad hoc immunity disputes
	72 hours

	Reception services to clients and the Directorate
	Daily

	Distribute and control incoming mail and faxes
	Daily

	Distribute and control outgoing mail
	Daily

	International Conferences
	

	Thorough project analysis to establish the nature and requirements of a client. Determine and draft specifications / requirements for the client
	2 Days after  receipt of all relevant information


	Allocation of venues / accommodation according to protocol prescripts
	2 weeks 

	Post Conference assessments to stakeholders
	10 Days after event

	Feedback received from clients. Report compiled. Shortcomings identified and addressed.
	30  Days after event



	State Visits
	

	Thorough project analysis and preparations for International Visits
	3 Months prior to visit

	Confirm delegation list from stakeholders

	1 Month prior to visit depending on nature of visit

	Secure appropriate accommodation and transport for official delegation in accordance to the policy 
	5 Days prior to visit

	Flight clearances from SAAF and ACSA.

	5 Days prior to final preparatory meeting

	Weapon and Radio Clearance by border police
	5 Days prior to visit

	Entry requirements, visas, passports, inoculations 
	5 Days prior to visit

	Procure appropriate State gifts
	5 Days prior to visit

	Confirm programme
	5 Days prior to visit

	Post visit reports compiled
	2 Days after visit

	Ensure courtesy and value for money. 
	At all times

	Protocol Ceremonial & Guesthouses
	

	Communication, appointments, symbols and awards
	

	Receipt and distribution of Notes Verbales
	24 hours upon receipt

	Congratulatory Messages – National Days
	48 hours before the actual day

	Congratulatory Messages – Presidential elections
	24 hours upon announcement

	Condolence Messages
	24 hours upon confirmation

	Accreditation of Heads of Diplomatic Missions and Heads of Consular Posts :

South African Heads of Mission

Foreign Heads of Mission
	Depends on receiving country

6 weeks



	Facilitate the lending of flags
	Daily

	Facilitate requests for approval of bestowal of Foreign Awards on SA citizens
	4 weeks

	Companions of OR Tambo Awards – Protocol assistance to Presidency
	Twice yearly

	State and official events management
	

	Thorough project analysis to establish background, and nature of the event and preparations for the State and Official Events 
	Immediately after notification

	Provide specification to the Service Provider


	1 day after the service provider has been selected

	Draft and transmit invitations as per approved guest list

	Immediately after the guest list has been approved

	Compile order of proceeding


	1 day after receipt of the programme

	Compile seating plan as per order of precedence
	4 days after the deadline of RSVP

	Set-up of the venue, as per Protocol Guideline
	1 day before the event

	Facilitation of signing ceremonies
	On the day of the event

	Exit and status reports compiled 
	3 days after the event

	Update events checklists available on Intranet 
	Quarterly

	Advise Sister Department on organizing conferences 
	On request

	Outline an overall procedures and process of Conference co-ordination
	During prep meetings

	Deployments of approved officials 
	If required/upon request from our principals

	Provide a Handbook consisting of Protocol Guidelines and standards.
	During training session

	Special project: 2010 FIFA World cup unit 
	

	Comprehensive project analysis to establish background, and nature of 2010 related events 
	48 hours after notification 

	Convene preparatory meetings involving all stakeholders (2010 OC, SRSA and etc)
	48 hours after notification 

	Issuing of Invitations 
	24 hours  after notification 

	Compile seating plan as per order of precedence 
	4 days after the deadline of RSVP

	Compile deployment plan 
	Immediately after preparatory meeting 

	Conduct site visits 
	 I day before  the event 

	 Prepare and submit exit report 
	 3 days after event 

	State Guesthouses
	

	Opening hours
	06:00-22:00 weekdays

	Facilitation of bookings and reservations
	10 days or longer before the event

	Booking of Catering facilities
	10 days before the event

	Laundry services
	Over 24 hours

	Maintain good protocol and etiquette as well as hospitality services with all clients
	Daily

	Provision of the venue to Cabinet Ministers
	Twice in a year

	Hosting of Cabinet Lekgotla
	Twice in a year

	Monitoring of Guestlist
	24hours before the event

	Cancellation of bookings
	5 days before the event

	Intergovernmental and Provincial Protocol
	

	Inform the relevant mission upon receipt of the intended visit and copy the desk and the Cluster 
	2 days after  receipt of all relevant information


	Contact the Chief State Law Advisor
	2 days after receipt of the request for Mou/Twinning Agreement verification  

	Provide Country profile and verified MoU /Twinning Agreement to clients 
	1 Week after receipt of the request 

	Provide quotations for accommodation and ground transport 

Ensure that payments for accommodation and ground transport are made 
	3 weeks before the visit

	Finalise programme and Itinerary and forward to missions/ relevant desk and clients 
	4 weeks before the visit 


10.
HELP US TO SERVE YOU BETTER

· At Protocol, we are always looking for ways to improve our service. We value and welcome your input.
· We welcome any positive comments, and it is also important for us to know when you have a problem so we can resolve it.

· We regularly ask our clients what they think of our service through satisfaction survey. The information is used to improve our service delivery.
· Anyone can give feedback. You can make it on behalf of yourself, an organisation or someone you represent. 

· Comments and suggestions on our service and its quality are also welcomed.

11.
REDRESS AND COMPLAINTS

A customer who may not be satisfied with a service/services rendered has a right to request the attention of a relevant manager. Alternatively the customer can contact the Chief of State Protocol at e-mail address makhubelal@foreign.gov.za or telephonically at (012) 351 0594. All complaints and suggestions will be addressed within 48 hours of receipt thereof. 
12.
 CUSTOMER’S OBLIGATIONS

Whilst every effort will be made to best assist the customer in accordance with this service delivery charter, we do expect the following from the customer in return.

· Compliance with relevant Acts, Regulations, Prescripts, Policies and Procedures.

· Provision and completion of all necessary documentation as requested.

· Civil and Courteous treatment of staff at all times. 

Ambassador LM Makhubela

Chief of State Protocol

Department of International Relations and Cooperation
Branch: State Protocol

Customer Service Delivery – Feedback Form

Customer Information (Optional)
We strive to provide effective and efficient service.

Please let us know if we are measuring up.

Name: Ms / Mrs. / Mr. …………………………………………………………………………..

Address: …………………………………………………………………………………………

………………………………………………………………Postal code ……………

Email: ………………………………Tel/Cell ……………………………………

Service Information

Date of service: ……………………Location of service: ……………..………….

Official rendering the service:………………………………………….

Service(s) requested: …………………………………………………………….

Service Rating

How satisfied were you with




                      Poor
         Fair         Good     Excellent
the speed of the service?
             □         □         □         □          

the accuracy of
                        □         □        □         □           information provided?

the courteousness of staff?             □         □        □         □ 
overall, how satisfied were              □         □        □         □         
you with the service?  

did the service meet your               □         □        □         □         
expectations? 

Please use the space below for any additional comments and/or suggestions.

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

Please place the form in the suggestion box or send it to the following address:

The Chief of State Protocol

Department of International Relations and Cooperation
Private Bag X152

Pretoria 0001

