
TARGET GROUP
This skills programme is designed for 
the public sector and is aimed at:
•	 individuals who desire to provide 

excellent customer care; and
•	 department and organisation 

managers.

BENEFITS
The benefits of this skills programme 
include:
•	 an understanding of service 

delivery and customer care 
techniques;

•	 ensured commitment from public 
servants to give their customers 
quality services and find ways 
to continuously improve the 
standard of their services; and

•	 compliance to the Batho Pele 
principles by putting people first.

ABOUT US
Pro-Active College excels in the 
education, training and development of 
public and private sector officials. With 
its strong focus on practical workplace 
skills, Pro-Active College strives to 
facilitate measurable improvements in 
the productivity of client organisations.

Contact Us
0861 727 726

info@pscollege.co.za

www.proactivecollege.co.za

FREEDOM THROUGH KNOWLEDGE

CUSTOMER CARE  
LEvEL 1
This skills programme provides the learner with the 
knowledge, skills, attitudes and values to achieve the 
ideals of good governance and to provide an excellent 
service to all customers.

The Batho Pele principles ensuring customer 
satisfaction will be dealt with and examples of good 
service delivery will be provided.

Unit Standard
Aligned

SETA
Accredited

Outcomes
Based

Designed and developed by Pro-Active College, this 
skills programme is aligned to the unit standard:
APPLy THE BATHO PELE PRINCIPLES TO OWN WORK ROLE AND 
CONTExT
(US: 242860)

NQF Level 3
4 Credits



Programme Outcomes
On completion of this skills programme, learners will be able to:
•	 assess and improve client/customer service techniques;
•	 define service excellence;
•	 explain how the customer is kept happy by applying the Batho Pele 

principles;
•	 explain how the application of Batho Pele principles ensures that the 

customer is satisfied;
•	 identify and describe successful examples of good service delivery; and
•	 explain why effective service delivery and its link to Batho Pele are so 

important to the government and to South Africa.

Programme Outline
Learning Unit One
The Application of Customer Care and Batho Pele in the Public 
Sector
•	 Introduction to Batho Pele, its legislation and various principles to ensure 

customer satisfaction in the public sector
•	 The customer and service delivery
•	 What is a customer?
•	 What is good service?
•	 Strive for zero defects
•	 Why do we lose customers?
•	 Communication skills as an aid to good customer care and its link with 

Batho Pele

Learning Unit Two
The Implementation of Batho Pele and its Effect on Customer 
Care and Service Delivery in the Public Sector
•	 The implementation of customer care and Batho Pele in the public 

sector
•	 Why do we need Batho Pele and excellent service delivery to ensure 

customer satisfaction?
•	 Dealing with the customer
•	 Learning about clients’ expectations in the government
•	 Measuring customer care performance
•	 Good governance

ENTRy REQUIREMENTS 
The credit calculation in the 
relevant unit standard is based on 
the assumption that learners are 
competent in:
•	 communication (NQF level 2).

DURATION
Three day contact session 
combined with practical workplace 
experience. 

PORTFOLIO OF EvIDENCE
To be declared competent in this unit 
standard the learner must be assessed 
by a registered assessor and be found 
competent in the following:

Formative Assessment
Consisting of classroom activities on 
which the facilitator will give feedback.

Summative Assessment
This assessment consists of workplace 
assignments and questions. This must


