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MESSAGE OF SUPPORT

Mr V Madonsela
Director General, Department for Social Development

Message of Support

The Department of Social Development is committed to the development of services 

and programmes that are aimed at preventing victimization, secondary victimization 

and vulnerability of all South Africans including victims of crime and violence. The 

Service Charter for Victims of Crime is one of the initiatives that will further extend 

access to justice for all victims of crime. 

As the lead department for government’s Victim Empowerment Programme, Social 

Development views the successful implementation of the Service Charter for Victims 

of Crime, as an important milestone. Working together with other departments, 

notably, the Department of Justice & Constitutional Development, we will collectively 

bring an end to secondary victimization of all victims. In line with the Batho Pele 

principles, we will ensure that service delivery for victims is effective and efficient. We 

call on all South Africans to work together in reducing crime, and more important 

crimes against women, children and the elderly.

Our implementation plan must be seen in line of other projects under Victim 

Empowerment, such as the finalization of the Integrated Victim Empowerment Policy, 

training of social workers and continued support to Non Governmental Organizations 

that provide counselling and shelter to victims of crime.

The Department of Social Development would like to express its commitment and 

support for the Implementation plan for the Service Charter for Victims of Crime.
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SERVICE CHARTER FOR

VICTIMS OF CRIME

NATIONAL IMPLEMENTATION PLAN

Introduction to the Social Development 

implementation plan

The Service Charter for Victims of Crime impacts on a number 

of programmes in the Department of Social Development. 

The Department of Social Development has been mandated 

to address the poverty and vulnerability of all people, including 

victims of crimes. It exercises this mandate through the 

development of policies and programmes to ensure quality 

services that are integrated, effective and efficient; hence the 

development of the Integrated Services Delivery Model.

Integrated Service Delivery Model 

The Integrated Service Delivery Model is the result of the 

paradigm shift from the welfare approach to the social 

development approach. This approach is based on the 

notion that people are the masters of their own destiny 

and the emphasis is on the development and empowerment 

of individuals, families and communities by encouraging 

and teaching them to be self-reliant. Further, this model is 

aimed at strengthening the systems through which services 

are rendered, and promoting the general well-being and 

development of the people of South Africa.

The Integrated Service Delivery Model classifies welfare 

service delivery into various levels of intervention, which will 

be considered in rendering services to victims of crime as 

follows:

The main aim of the Integrated Service Delivery Model is 

to improve service delivery, and ensure compliance with the 

minimum standards in service delivery.

Generic norms and standards for developmental 

social welfare services

These generic norms and standards are aimed towards 

standardising developmental social welfare services through 

all three tiers of government and managing a consistent level 

of service delivery across the country. They have also created 

a common classification and standardisation minimum basket 

of services to be delivered per service category.

Integrated Victim Empowerment Policy

The Department of Social Development has led the 

development of the Integrated Victim Empowerment Policy. 

This policy serves as the framework for service delivery to 

victims of crime and violence. The philosophical base of the 

Integrated Victim Empowerment Policy is that individuals, 

families and communities have the right to privacy, safety 

and human dignity. The core intervention strategies that are 

identified in the Integrated Victim Empowerment Policy are 

as follows:

services

The Integrated Victim Empowerment Policy has identified 

violence against women, child abuse, domestic violence, victims 

of sexual assault, abuse of older persons and abuse of people 

living with disabilities as priority areas.

Minimum standards for Service Delivery in Victim 
Empowerment (Victims of crime and Violence)

The Minimum Standards for Service Delivery in Victim 

Empowerment (Victims of Crime and Violence) provide the 

service providers with information on what is expected of 

them when rendering services to the victims of crime and 

violence. Proficiency, professionalism and respect towards the 

client are most important in service delivery. These minimum 

standards also serve as a guideline to ensure developmental 

quality assurance in service delivery for victims of crime and 

violence. 

The Department of Social Development will implement the 

Service Charter for Victims of Crime in accordance with 

the Integrated Service Delivery Model, Generic Norms and 

Standards for Developmental Social Welfare, the Integrated 

Victim Empowerment Policy, the Minimum Standards for 

Service Delivery in Victim Empowerment, the Minimum 

Standards on Services for Victims of Crime, the Charter on 

the Rights of Older Persons, the National Policy Framework 

and Strategic Plan for the Prevention and Management of Child 

Abuse, Neglect, and Exploitation, and the Probation Services 

Act, 2002 (Act 35 of 2002)
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COMMITMENTS MADE IN THE PREAMBLE OF THE VICTIMS’ CHARTER

The right to be treated with fairness and respect for 
dignity

When intervening in cases involving victims of crime, social 

services practitioners will ensure that these victims are treated 

with courtesy, they are respected as unique human beings and their 

confidentiality is respected. Information that has been shared with 

the social service practitioner will remain confidential, and can only 

be divulged to any other person with the victim’s consent. 

Services will be rendered in the victim’s home language where 

possible. In cases of victims of sexual offences, victims may need 

practical assistance, such as alternative clothing, and the social 

worker/social service practitioner should assist. 

The right to offer and receive information 

The rights to offer and receive information refer to the respect of 

the victim’s views and opinion on the intervention process. This is 

in line with the principle of participation and self-determination, as 

reflected in the Integrated Victim Empowerment Policy. 

The social service practitioner will further inform the victim of 

his/her rights, offer counselling and refer the victim to appropriate 

professional service when a need arises. Furthermore, the social 

service provider is expected to educate and inform communities 

of the impact of crime and violence and available resources, and 

provide information on referral procedures.

The right to protection

The social workers/social service practitioners will ensure that 

victims and their families are not at risk or in danger. Safety of 

victims is a priority area in all centres and shelters that provide 

services to victims of crime, especially women and children. 

The Policy Framework and Strategy for Shelters for Victims 

of Domestic Violence were developed and implemented to 

ensure the safety and protection of victims. The monitoring and 

evaluation of shelters to ensure that these shelters comply with 

the minimum standards will be conducted around the country 

and corrective measures will be taken.

The right to assistance

According to the Minimum Standards on Services for Victims 

of Crime, the Department of Social Development is expected 

to provide psycho-social services and practical support. 

The Department of Social Development is the lead Department 

for the Victim Empowerment Programme and it has led the 

development of the Integrated Victim Empowerment Policy, 

which is the policy framework that guides and informs the 

provision of integrated and multidisciplinary services aimed at 

addressing the needs of victims of crime and violence. 

The Department of Social Development will continue with 

providing probation services and victim offender mediation 

programmes.

Various activities need to be implemented by the different 

programmes in the Department of Social Development to 

ensure  that the abovementioned rights of victims of crime are 

realised. These activities are reflected in the following action 

plan.

Action Outputs
Measure/
indicator

Target
2007/8

Target 
2008/9

Target
2009/10

Develop guidelines for 
the implementation of 
the Service Charter for 
Victims of Crime

Social development- 
specific guidelines for 
the implementation of 
the Service Charter for 
Victims of Crime

Finalised guidelines for 
the implementation of 
the charter available

Guidelines for the 
implementation 100% 
finalised

250 social 
workers 
trained on the 
implementation of 
the charter

250 social workers 
trained on the 
implementation of 
the charter

Print and distribute the 
service charter to all 
victim empowerment 
stakeholders

Service Charter for 
Victims of Crime 
booklets printed and 
distributed to VEP 
stakeholders

Number of printed 
and distributed Service 
Charter for Victims of 
Crime booklets 

10 000
copies of the Service 
Charter for Victims 
of Crime printed and 
distributed

10 000 copies of 
Service Charter 
for Victims of 
Crime printed and 
distributed

10 000 copies
of the Service 
Charter for Victims 
of Crime printed 
and distributed

Align the Integrated 
Victim Empowerment 
Policy with the Service 
Charter for Victims of 
Crime

Integrated Victim 
Empowerment Policy 
that also addresses the 
charter

Launch of the policy and 
initial implementation by 
relevant role-players

Guidelines for the 
implementation of VEP 
Policy 100% finalised

250 social 
workers trained in 
implementation of 
the VEP Policy

250 social 
workers  trained in 
implementation of 
the VEP Policy

Establish one-stop 
centres and shelters 
for victims of domestic 
violence

Prevention of 
victimisation and services 
for women and their 
children

Number of one-stop 
centres and shelters 
for women victims 
of domestic violence 
established

Two centres/shelters Monitoring and 
evaluation of one-
stop centres and 
shelters

Monitoring and 
evaluation of the 
shelters
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