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09:00   Welcome & Introduction 
 
09:15   Ice-breaker – Video 
 
09:45   Introductory Lecture 
 
10:00   Group Activity 
   
   (Identify internal and external customers/clients and rate 
   the relationship poor, fair or good) 
 
10:20   Feedback 
 
10:30   Measuring Customer Satisfaction 
 
   -  Interviews 
   -  Focus groups 
   -  Survey 
 
11:00   Tea/Coffee 
 
11:30   Group Activity 
   
   (Propose questions to measure customer satisfaction) 
 
12:00   Role-play 
 
   (Interview with clients) 
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12:30   Group Work 
   
   (Evaluation of the Revenue Directorate’s process to  
   measure customer satisfaction) 
 
   -  Identify methods 
   -  Shortcomings 
   -  Identify other methods 
 
12:50   Feedback 
 
13:00   Lunch 
 
13:45   Batho Pele 
    
   - Introductory Lecture to 10 Principles 
 
14:00   Batho Pele Assessment 
    
   -  Group work 
 
14:00   Service Commitment Charter 
 
   Four Themes 
   -  Quality 
   -  Choice 
   -  Standards 
   -  Value 
 
15:00   Develop A Service Charter Model for Department 
 
16:00   Conclusion and Acknowledgements 
 


