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OFFICIAL SIGN-OFF
It is hereby certified that this Service Delivery Charter:

•	 Was developed in consultation with the Executive Management, Branch Heads and Branch Coordinators of the 
Department of Basic Education.

•	 Takes into account all policies, legislation and other mandates for which the Department of Basic Education is 
responsible.

•	 Reflects a Statement of Public Service Commitment of the Department of Basic Education.

Mr SG Padayachee
Acting Director-General:  
Department of Basic Education
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SERVICE DELIVERY CHARTER
DEPARTMENT OF BASIC EDUCATION

WHO WE ARE
The Department of Basic Education (DBE) is part of the South African Government. Its mandate is to undertake activities 
effectively and on time to produce the agreed-upon outputs that will in turn contribute to achieving Outcome 1, ‘improved 
quality of basic education’. The Constitution of the Republic of South Africa (1996) requires education to be transformed 
and democratized in accordance with the values of human dignity, equality, human rights and freedom, nonracist and  
non-sexism. It guarantees access to basic education for all, with the provision that everyone has the right to basic education, 
including adult basic education.

The National Education Policy Act (NEPA) (1996) inscribed into law the policies, legislative and monitoring responsibilities 
of the Minister of Basic Education, as well as the formal relations between national and provincial authorities. It laid the 
foundation for the establishment of the Council of Education Ministers (CEM), as well as the Heads of Education Departments 
Committee (HEDCOM), as intergovernmental forums that would collaborate in the development of a new education system.

The South African Schools Act (SASA) (1996) promotes access, quality and democratic governance in the schooling system. 
Its purpose is to ensure that all learners have access to quality education without discrimination. It further articulates the 
parameters of compulsory schooling, which refers to children aged 7 to 15. It provides for two types of schools, namely 
independent schools and public schools. The provision in the Act for democratic school governance, through school 
governing bodies, is now effected in public schools countrywide.

WHO BENEFITS FROM THIS SERVICE CHARTER?
This service charter sets out the standard of service you can expect from the staff of Department of Basic Education within 
various offices. The following entities benefit from the service charter:

§	 DBE

§	 Unemployed Youth

§	 Learners in public ordinary schools

§	 Learners, in Independent schools

§	 Learners in public special schools

§	 Parents

§	 School Governing Bodies

§	 Teachers

§	 Schools

§	 Researchers 

§	 Education professionals

§	 Teacher Unions

§	 Partners in education

This charter does not cover the functions and services delivered by the people outside the Department such as the  
non-governmental organisations.
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OUR VISION
Our vision is of a South Africa in which all our people have access to lifelong learning, as well as education and training, which 
will, in turn, contribute towards improving the quality of life and building a peaceful, prosperous and democratic South 
Africa.

OUR MISSION
Our mission is to provide leadership with respect to provinces, districts and schools in the establishment of a South African 
education system for the 21st century. 

OUR STRATEGIC OBJECTIVES:
§	 Improved capacity of the Department of Basic Education;

§	 Improve teacher capacity and practices;

§	 Increase access to high quality learning materials;

§	 Strengthen partnerships with all stakeholders resulting in education becoming a national priority;

§	 Universalise access to Grade R;

§	 Strengthen school management and promote functional schools;

§	 Strengthen the capacity of district offices; and

§	 Establish a world class system of standardized national assessment.

OUR  VALUES
Placing the interest of our children first, the Department adheres to the following values:

§	People: Upholding the Constitution, being accountable to the Minister, the government and the people of South Africa.

§	Excellence: Maintaining high standards of performance and professionalism by aiming for excellence in everything we 
do, including being fair, ethical and trustworthy in all that we do.

§	Teamwork: Cooperating with one another and with our partners in education in an open and supportive way to achieve 
shared goals.

§	Learning: Creating a learning organisation in which staff members seek and share knowledge and information, while 
committing themselves to personal growth.

§	Innovation: Striving to address the training needs for high-quality service and seeking ways to achieve our goals.
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BATHO PELE PRINCIPLES AND THE UNDERTAKING THEREOF
The Department of Basic Education is committed to the principles of Batho Pele and we undertake to honour these principles.

CONSULTATION

We undertake to consult our customers on the level and quality of services provided

In this regard we as the Department of Basic Education:

§	Agree to consult organized formations of parents, educators and learners;

§	Hold an annual stakeholders’ forum;

§	Interact with all stakeholders who have interest in education; and

§	Solicit your views via surveys and questionnaires.

ACCESS

All citizens, without reservations will have equal access to all services rendered.

In this regard:

§	All offices will be accessible to the physically challenged;

§	Language barriers will be removed and citizens may use any of the 11 official languages;

§	District offices have been established to open access to all people especially those living in rural areas; and

§	Discrimination on the grounds of culture, creed, race, gender and sexual orientation will not be tolerated.

COURTESY

We will endeavour to treat all our customers with courtesy and consideration at all times

In this regard:

§	Citizens will be greeted in a friendly manner;

§	All staff will be identified by name badges at all times;

§	Rude, impolite and discourteous attitudes and behavior will not be tolerated; and

§	Telephone calls will be answered promptly and politely.
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INFORMATION

Citizens have a right to full, accurate information of the services we render.

In this regard:

§	Information in respect of our organizational structure will be available at Provincial, District, Circuit level and Further 
Education and Training colleges as well as the Head Office;

§	Services may be accessed at any of our nine Provincial Education Departments, 86 Districts Offices, Further Education and 
Training colleges and National Head Office in Pretoria;

§	A directory of services offered will be available at each service centre; and

§	Help desk staff will assist at each service centre.

OPENNESS AND TRANSPARENCY

We do recognise that openness and transparency is the cornerstone of our democracy.

In this regard we undertake to keep you informed in respect of the following:

§	Details of our location and contact persons;

§	Details of our senior staff and also who does what at our various service centres;

§	Publish our performance against our targets;

§	Inform you as how we use resources;

§	Report on the income we receive annually; and

§	Targets we set for each financial year.

VALUE FOR MONEY

We shall endeavour to use public resources efficiently, effectively and economically.

In this regard we will:

§	Simplify systems, processes and procedures to eliminate wastage and inefficiency;

§	Rigorously apply performance management systems to enhance productivity at all levels;

§	Identify financial risk areas and manage them carefully;

§	Use resources to best advantage of all;

§	Procure goods and services to the best advantage of the Department; and

§	Strengthen management and control to prevent fraud, corruption and mal-administration.
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ENCOURAGING INNOVATION AND REWARDING EXCELLENCE

Staff commitment, energy and skills will be harnessed to improve service delivery.

In this regard we will;

§	Recognise and reward employees who show loyalty, commitment and dedication;

§	Encourage innovation and new ideas to improve systems, processes and procedures;

§	Simplify processes and procedures;

§	Simplify forms and documents; and

§	Reward staff for their creativity and ingenuity for solving problems.

LEADERSHIP AND STRATEGIC DIRECTION

Managers will lead by example and will endeavour to ensure that the vision, mission and goals of the Department are articulated 
and embraced by all. 

In this regard:

§	All Senior Management Service personnel will incorporate the Batho Pele principles in their performance contract;

§	Middle Managers and other level employees will have a workplan, which will be assessed and reviewed quarterly;

§	Exemplary behaviour is expected from all, especially Senior Managers and Middle Managers;

§	Managers will participate actively in the strategic direction of the Department;

§	Managers will be encouraged to form networks and partnerships to maximize resource utilisation; and

§	Establish and monitor service delivery transformation committees at all levels of the Department and Develop Service 
delivery improvement plans for each unit under their charge.
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KEY SERVICES RENDERED BY THE DEPARTMENT OF BASIC 
EDUCATION

1. Administration

To manage the Department through the provision of strategic and administrative support. The programme contributes to 
quality in the basic education system through effective institutional service delivery processes, planning and provisioning. 
Specific services delivered here include:

§	 Human Resource management;

§	 Financial management; and

§	 Internal Audit , Risk Management and anti-Fraud services.

2. Curriculum Policy, Support and Monitoring

Develop curriculum and assessment policies and monitor and support their implementation. Specific services delivered here 
include:

§	 All schools use approved curriculum (CAPS); 

§	 Development and distribution of workbooks for learners;

§	 Improve ECD qualifications from level 4-6;

§	 Policies for Inclusive Education and special school services; and

§	 Mass Literacy programme; Kha ri Gude.

3. Teachers, Education Human Resource and Institutional Development

To promote quality teaching and institutional performance through the effective supply, development and utilisation of 
human resource. Specific services delivered here include:

§	 Service for Training and Development of teachers;

§	 Ensure all teachers are qualified at REQV 13; and

§	 Offer bursaries for recruitment of graduates into the teaching profession.

4. Planning, Information and Assessment

To promote quality and effective service delivery in the basic education system through planning, implementation and 
assessment. Specific services delivered here include:

§	 Ensure minimum National Infrastructure Norms and Standards implemented in all schools;

§	 Ensure each learner has a desk/chair;

§	 Provide statistical data and information service for the sector;

§	 Provide assessment services- esure all exams are moderated; and

§	 Standardisation of National Senior Certificate.
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5. Educational Enrichment Services

To develop policies and programmes to improve the quality of learning in schools. Specific services delivered here include:

§	 Ensure all schools fly the South African flag;

§	 Learner wellness and health care support;

§	 Psychosocial support; and

§	 Ensure the implementation of school sports/art and culture.

Programme expenditure

Programme

2013/14 2012/13

Final 
appropriation

Actual 
expenditure

(Over)/ under 
expenditure

Final 
appropriation

Actual 
expenditure

(Over)/ under 
expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Administration 366 914 366 500 414 322 885 317 328 5 557

Curriculum Policy, 
Support and 
Monitoring

1 471 088 1 469 873 1 215 1 417 748 1 398 906 18 842

Teacher Education, 
HR and Institutional 
Development

1 011  592 1 010 829 763 863 619 820 577 43 042

Planning, 
Information and 
Assessment

8 995 880 8 435 609 560 271 8 126 538 6 897 873 1 228 665

Educational 
Enrichment Services 5 773 781 5 728 564 45 217 5 473 204 5 451 200 22 004

Total 17 619 255 17 011 375 607 880 16 203 994 14 885 884 1 318 110
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MANDATE OF THE DEPARTMENT
The National Education Policy Act (NEPA) (1996) inscribed into law the policies, legislative and monitoring responsibilities 
of the Minister of Basic Education, as well as the formal relations between national and provincial authorities. It laid the 
foundation for the establishment of the Council of Education Ministers (CEM), as well as the Heads of Education Departments 
Committee (HEDCOM), as intergovernmental forums that would collaborate in the development of a new education system.

The mandate of the Department of Basic Education is to provide quality basic education to all.

Core functions of the department 

In terms of the National Education policy, the functions of the Department of Basic Education are:

(1)	 Determination of national education policy by the Minister in accordance with certain principles;

(2)	 Publication and implementation of national education policy; and

(3)	 Monitoring and evaluation of education.

These functions will be carried out through the five programmes expressed in the section above.

§	Improve the quality of teaching and learnin;

§	Undertake regular assessment to track changes in learner performance;

§	Improve early childhood development; and

§	Provide human resource capacity (right skills at the right time).
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SERVICE STANDARDS  
We undertake to provide service of high quality

In this regard we aim to:

§	Attend to all queries promptly.  

§	Answer the telephone promptly and professionally.

§	Process job applications within 30 days.

§	Acknowledge written complaints within 5 days.

§	Deal with written request within 21 days. 

§	Pay our creditors within 30 days.

§	Apologise and take corrective measures if it is our fault.

§	Maintain a complaints registration and follow-up mechanism.

§	Treat any information on fraud and corruption seriously.

§	Increase language and numeracy competencies for Grade 3.

§	Increase language and mathematics competencies for Grade 6 and 9.

§	Increase the number of Grade 12 learners who become eligible for a Bachelors programme at a university.

§	Increase the number of Grade 12 learners who pass mathematics and Science.

§	Improve the average performance of Grades 6 and 8 in languages and mathematics.

§	Deliver  workbooks to 100% of schools.

§	Ensure use of CAPS curriculum by all schools.

§	Ensure that NSC and ANA examinations are moderated.

§	Ensure that NSC examinations are standardised.

§	Obtain Clean Audit opinion for finance and performance information.

§	Ensure minimum norms and standards for infrastructure are met in every school.

§	Provide each learner with a desk.
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DEALING WITH COMPLAINTS

Service Service Standard Responsible 
person/section

Measurement

Telephone 
(012) 357 3000

Toll-free line:  
0800 202 933

Presidential Hotline: 17737

Fax number:  
(012) 324 4484

•	 Calls to be answered within five rings

•	 Identify ourselves by name and section

•	 Assist you in a polite and helpful manner

•	 If you cannot be helped, you will be referred 
to the appropriate person/section within the 
Department

•	 Activate voicemail facilities when not in office.

•	 Voicemail messages retrieved and calls 
returned within 24 hours.

•	 Voicemail messages to indicate extended 
absences and alternative arrangements for 
access and assistance.

All Staff and IT 
to assist staff 
members 

Internal Audit 
and IT

Email

Callcentre@dbe.gov.za

Info@dbe.gov.za

Certification@dbe.gov.za

•	 E-mail correspondences are acknowledged 
within a day.

•	 Queries received via e-mail that requires 
research of the issue are responded to within 
5 days.

•	 Out of office reply is activated in cases of 
prolonged absence due to leave and an 
alternative contact person is provided.

All staff Internal Audit 
and IT

Written correspondence •	 Acknowledgement of receipt of written 
correspondence dispatched within two days.

•	 All correspondence to be sent to responsible 
official.

All staff Register of 
correspondence

Access to information •	 Comply with the requirements of Promotion of 
Access to Information Act 2 of 2000 (PAIA).

Head Knowledge 
and Information 
Management

Record of 
number of 
requests

We respect the right of citizens to complain if our service is poor or unsatisfactory

In this regard:

Complainant may write to the Director General:

The Director General, 
Department of Basic Education 
Private Bag X895, Pretoria, 0001

or

write to the service centres ( Provincial offices)
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Provincial Contact Details

Eastern Cape
Steve Vukile Tshwete Education Complex, Zone 6, Zwelitsha

Tel. 040 608 4200 | Web. www.ecdoe.gov.za

Free State
55 Elizabeth Street, FS Provincial Government Building, Bloemfontein 

Tel. 051 404 8000 | Web. http://www.education.fs.gov.za/

Gauteng
111 Commissioner Street, Johannesburg

Tel. 011 355 0000 | Web. www.education.gpg.gov.za

KwaZulu-Natal
247 Burger Street, Pietermaritzburg

Tel. 033 846 5000 | Web. www.kzneducation.gov.za

Limpopo
Corner 113 Biccard & 24 Excelsior Street, Polokwane

Tel. 015 290 7611 | Web. www.edu.limpopo.gov.za

Mpumalanga
Building No. 5, Government Boulevard, Riverside Park, Nelspruit

Tel. 013 766 5000 | Web. www.mpumalanga.gov.za/education

North West
2nd Floor Executive Block, Garona Building, Mmabatho

Tel. 018 388 3428/9 | Web. www.nwpg.gov.za/education

Northern Cape
156 Barkly Road, IK Nkoane Education House, Homestead, Kimberley

Tel. 053 839 6500 | Web. http://ncdoe.ncpg.gov.za

Western Cape
Grand Central Towers, Cnr Darling and Lower Plein Streets, Cape Town

Tel. 021 467 2000 | Web. http://wced.pgwc.gov.za
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SERVICE DELIVERY IMPACT
We shall endeavour to assess the impact of our services annually and ascertain whether we are achieving our specified objectives. 

In this regard we will:

§	Evaluate the performance of all staff at all levels;

§	Implement a performance management system for each service delivery unit, to enhance productivity and effectiveness;

§	Implement an Integrated Quality Management System in all our service centres and schools; and

Appraise the quality of the service we render from time to time.

ENCOURAGING INNOVATION AND REWARDING EXCELLENCE
Staff commitment, energy and skills will be harnessed to improve service delivery and the quality of services rendered.

In this regard we will:

§	Recognise and reward officials who show loyalty, commitment and dedication;

§	Encourage innovation and new ideas to improve systems, processes and procedures;

§	Simplify processes and procedures; and

§	Simplify forms and documents.

Reward staff for their creativity and ingenuity for solving problems.

LEADERSHIP AND STRATEGIC DIRECTION
Managers will lead by example and will endeavour to ensure that the vision, mission and goals of the Department are articulated 
and embraced by all.

In this regard:

§	All Senior Management Service personnel will incorporate the Batho Pele principles in their performance contract;

§	Middle Managers and other level employees will have a work plan, which will be assessed and reviewed quarterly;

§	Exemplary behavior is expected from all, especially Senior Managers and Middle Managers;

§	Managers will participate actively in the strategic direction of the Departmen;

§	Managers will be encouraged to form networks and partnerships to maximize resource utilization;

§	Establish and monitor service delivery transformation committees at all levels of the Department;  and 

§	Develop Service Delivery improvement plans for each unit under their charge.

SERVICE COMMITMENT CHARTER
§	The Department service delivery standards are set to strive to meet the service delivery needs of both our internal and 

external customers and to put the nine principles of  Batho Pele into action.
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Switchboard: 012 357 3000

Call centre: 0800 202 933

OPERATING HOURS

08h00 - 16h30

Monday to Friday


