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|.  PREFACE
(This part will be written by the Municipality — 1 page preface from the mayor)

Describe the overall vision of the policy

e Provide context in terms of problems faced by the WSA in relation to the policy
e Explain briefly how the policy will addresses the problem and how it talks to other

high-level WSA priorities, strategies or even plans

Il.  FOREWORD

(This part needs to be written by the Municipality — 1 page foreword from the Municipal

Manager).
Provide the context of the policy

e Explain aims of the policy

e Outline innovative solutions that the policy comes up with

[Il.  ACRONYMS AND ABBREVIATIONS

CPA Community Property Association
FBS Free Basic Services

FBW Free Basic Water

IDP Integrated Development Plan
NDMA National Disaster Management Act

NFSMS National Faecal Sludge Management Strategy

NRW Non-Revenue Water
NSP National Sanitation Policy
NWA National Water Act
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NWPR

SANS

SFWS

WHO

WSA

WSDP

WSP

IV.  DEFINITIONS

National Water Policy Review

The South African National Standard
Strategic Framework for Water Services
World Health Organization

Water Services Authority

Water Services Development Plan

Water Services Provider

“Basic
Sanitation

Facility”

SFWS (2003)

The infrastructure necessary to provide a sanitation
service which is safe, reliable, private, protected from
the weather, ventilated, keeps smells to the minimum,
is easy to keep clean, minimises the risk of the spread
of sanitation-related diseases by facilitating the
appropriate control of disease carrying flies and pests,
and enables safe and appropriate treatment and/or
removal of human waste and wastewater in an

environmentally sound manner.

“Basic
Sanitation

Service”

SFWS (2003)

The provision of a basic sanitation facility which is
easily accessible to a household, the sustainable
operation of the facility, including the safe removal of
human waste and wastewater from the premises
where this is appropriate and necessary, and the
communication of good sanitation, hygiene, and

related practices.

“Basic Water

Services”

SFWS (2003)

A basic water supply service and/or a basic sanitation

service.
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“Basic Water | NWPR A basic water supply facility is defined as the

Supply (2016) infrastructure necessary to supply portable water to a

Facility” formal connection at the boundary of a stand or site of
a public institution (school, clinic, hospital etc.)

“Basic Water | SFWS (2003) | The provision of a basic water supply facility, the

Supply sustainable operation of the facility (available for at

Service” least 350 days per year and not interrupted for more
than 48 consecutive hours per incident) and the
communication of good water-use, hygiene, and
related practices.

“End-user NSP (2016) | Ongoing consumer education on sanitation services

education” right, responsibilities, facility operation and
maintenances; and water conservation and demand
management including reduce, reuse, recycle and
recover principles.

“Faecal NFSMS The contents emptied from onsite sanitation system,

Sludge” (2023) and not transported by sewerage. It includes liquid
and solid contents of onsite systems such as
container-based vaults, pit latrines, septic tanks,
community toilets or mobile toilets.

“Faecal NFSMS The management of human excreta from onsite

Sludge (2023). sanitation systems, excluding package plants along

Management” sanitation value chain which includes containment,
collection, transportation, treatment, safe disposal, or
reuse.

“Hygiene NSP (2023) | Relates to activities that aim to increase an

Education” individual's knowledge about issues relating to

personal habits and practices that affect one’s health,
particularly in relation to water and sanitation services.
Hygiene education includes personal hygiene, water

hygiene, food hygiene, human waste hygiene and
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environmental hygiene education to ensure

appropriate sanitation practices.

“Indigent”

NSP (2016)

Indigent means —lacking the necessities of life. The
definition of indigent from the National Framework for
a Municipal Indigent Policy outlines sanitation as one
of the necessities of life. The National Treasury
definition of a ‘poverty line’ is also acknowledged to

determine indigence.

“Interim
Water and
Sanitation

Services”

An interim level of water and sanitation service is “a
temporary water and sanitation service [which] is an
interim measure and should provide, within
reasonable walking distance, water of an adequate
quality from a health point of view and provide
sanitation measures that ensures privacy to the user,
be readily accessible and in close walking distance,
and provide for the safe disposal of human waste,
including hygiene and end-user education while
repairs and/or reconstruction of a water services

failure/interruption/breakdown are in effect”.

“Non-
Revenue
Water”

Non-revenue water (NRW) is the volume of water
supplied by the water utility but for which it receives
no income. NRW incorporates unbilled (metered or
unmetered)

authorised consumption, apparent /

commercial losses, and real / physical losses.

“Privately
Owned Land”

Water

Sanitation

and

Services
Policy on
Privately

Owned Land

(2023)

Privately Owned land is any land that is not public land
or land owned, controlled, or leased by the state but is
owned or under the control of a single private
individual or entity or group of individuals collectively.
In most cases, these properties are far away from the

municipality and its services systems.
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The range of contexts of privately owned land for the

purpose of this policy includes, amongst others:

e Commercial farms.

e Mine owned land;

e Church-owned land;

e Industrial-owned land, including privately owned
enterprises.

e Game parks

e Agricultural holdings

o Communal Property Association (CPA)

e Trust properties

Intermediary”

Services Act

“Water SFWS (2003) | Any municipality that has the executive authority to

Services provide water services within its area of jurisdiction in

Authority” terms of the Municipal Structures Act 118 of 1998 or
the Ministerial authorisations made in terms of this
Act.

“Water SFWS (2003) | Any person who is obliged to provide water services

Services / Water | to another in terms of a contract where the obligation

to provide water services is incidental to the main

SFWS (2003)

(1997) object of that contract.
“Water Water Water services provider” means any person who
Services Services Act | provides water services to consumers or to another
Provider” (1997) water services institution but does not include a water

services intermediary.

A Water Services Provider (WSP) is:

e Any person who has a contract with a WATER
SERVICES AUTHORITY or another WSP to sell
water to, and / or accept wastewater for the
purposes of treatment from, that authority or

provider; and / or

9|Page




e Any person who has a contract with a WATER
SERVICES AUTHORITY to assume operational
responsibility for providing water services to one or
more consumers or end users within a specific
geographic area; or

¢ A WATER SERVICES AUTHORITY that provides

either or both of the above services itself.

1. INTRODUCTION

Siyathemba Municipality is a Category B Municipality (NC077), established in 2001, in
accordance with the demarcation process. The Municipality is located within the central
eastern parts of the Northern Cape Province on the banks of the Orange River and falls
within the boundaries of the Pixley Ka Seme District. The nearest business centre is
Kimberley, which is about 220km away.

Siyathemba Municipality was initially made up of three entities, namely, Prieska, Marydale
and Niekerkshoop. After demarcation the area was extended to include not only the towns
and surrounding suburbs of Marydale, Niekerkshoop and Prieska but also Copperton.
Copperton is an old mining town that was sold to a private owner after the closing of the
Mine. The town is currently on a long-term lease by the Request Trust.

The municipal area encompasses a geographic area of approximately 8,200km?, which
implies that Siyathemba Municipality accounts for 8% of the total district surface area and
approximately 3% of the provincial area. The Municipality is divided into 6 Wards. The 6
wards demarcation was done in 2021 and is applicable from the 2021 Municipal Elections.

Siyathemba Local Municipality is one of 144 Water Service Authorities’ (WSAs) that are
responsible for water supply and sanitation services provision. Water Services Authorities
have a legal mandate to ensure that all South Africans, and in this case for Siyathemba
Local Municipality residents are provided with basic water supply and sanitation services
that comply with set standards (SANS 241) and prescribed regulations.

Ensuring provision of basic water supply and sanitation services to residents involves
more than the provision of infrastructure. It is therefore the primary responsibility of the
Siyathemba Local Municipality to provide sustainable water supply and sanitation
services in an effective and efficient manner.
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In recent years, there has been a growing recognition of the need to expand the traditional
approach to basic water supply and sanitation services. This shift is driven by emerging
concepts such as water-sensitive urban design, green infrastructure, climate resilience
(with a focus on environmental sustainability), and long-term sustainable development

principles.

While the national policy and legislative frameworks are in place there is still a gap in
customisation and alignment of these national policies with local government policies for
Siyathemba Local Municipality also grapples with its developmental role and is faced with

critical basic water supply and sanitation services challenges.

This policy, therefore, aims to provide policy direction to Siyathemba Local Municipality

and its stakeholders in the provision of basic water supply and sanitation services.

2. PROBLEM STATEMENT

Water and sanitation services are foundational human rights, crucial for ensuring the well-
being and dignity of the residents within the jurisdiction of the Siyathemba Local

Municipality. It is imperative that these services are delivered continuously and equitably.

Within its jurisdiction, Siyathemba Municipality serves as both the Water Services Authority
(WSA) and WaterServices Provider (WSP). Water services are rendered in Prieska,
Niekerkshoop and Marydale. h’he Municipality is also supplying bulk water to Copperton,
but Orion mine has taken over the maintenance of the supply line for the delivery of water
& sanitation in Copperton. The agreement between the municipality and the mine is still in

negotiation stage|

The Municipality faces a multitude of challenges in its endeavour to provide these

services, including but not limited to:
Mushrooming of informal settlements:

Ageing Infrastructure: The Municipality grapples with ageing water and sanitation
infrastructure, which poses a significant obstacle to efficient service delivery and

sustainability.
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Vandalism: Frequent acts of vandalism against water and sanitation facilities exacerbate

operational difficulties and financial strain on the Municipality.

Insufficient Bulk Water Supply: Inadequate bulk water supply infrastructure fails to
meet the burgeoning demands of the local population, resulting in erratic service

provision.

Non-Revenue Water: Is determined according to a standard calculation which takes
various categories of water use into account including losses, leaks, accounted for and

unaccounted for water.

Operation and Maintenance: Challenges associated with the operation and
maintenance of water and sanitation services infrastructure require immediate attention

to ensure service reliability and longevity.

Water Supply and Sanitation Services Quality: There is a pressing need to improve
the overall quality of water and sanitation services to meet acceptable standards,

safeguarding public health and well-being.

Basic Sanitation: Many residents still lack access to basic sanitation facilities, a

deficiency that undermines the dignity and health of the community.

Wastewater and Environmental Safety: Environmental concerns related to wastewater
management and lack of regulatory compliance must be addressed to protect the

environment and water resources.

Faecal Sludge Management: There is a lack of effective management of faecal sludge
management within the WSA. For instance, there is no proper pit emptying programme

and beneficial use of a faecal sludge.

Regulatory Compliance: Ensuring compliance with water and sanitation services
regulations is a complex challenge that demands attention to avoid potential legal

ramifications.

Moreover, a significant portion of the population remains without access to basic water

supply and sanitation services, highlighting the urgency of comprehensive interventions.
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Considering these multifaceted challenges, it is paramount to develop and implement
effective strategies and initiatives that address the identified issues comprehensively.
This problem statement underscores the need for coordinated efforts, resource allocation,
and policy implementation to ensure that water and sanitation services in the Municipality
are accessible, reliable, and of high quality, thereby upholding the fundamental rights and
well-being of its residents. Most of WSAs are still facing challenges relating to

implementation and enforcement of Water and Sanitation Services Policies.

3. POLICY AND LEGISLATIVE FRAMEWORK

South African Constitution (1996)

Section 156 of the Constitution vests the executive authority for water services in local
government. One of the objectives of local government is to ensure the provision of

services to communities in a sustainable manner within their areas of jurisdiction.

Section 27(1)(b) of the Constitution 108 of 1996 states that “Everyone has the right to

have access to sufficient food and water.

The Constitution gives national and provincial government the authority to regulate the

effective performance of local government in terms of water services.

In terms of Section 154, national and provincial government also has an obligation to

support and strengthen the capacity of local to provide services.

Section 24 of the Constitution states that “everyone has the right to environment that is
not harmful to their health and wellbeing and to have the environment protected, for the
benefit of present and future generations through reasonable legislative and other
measures that prevent pollution and ecological degradation”. Section 10 of the
Constitution states that “everyone has inherent dignity and the right to have their dignity

respected and protected”.

Water Services Act, 1997 (Act No. 108 of 1997)
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In terms of Section 11 (1) of the Water Services Act, every WSA has a duty to all
consumers and potential consumers to progressively ensure efficient, affordable,

economical, and sustainable access to water services.

Sections 3 (1) and (2) of the Water Services Act, states that everyone has a right to
access a basic water supply and basic sanitation — this section is related to section 27 of

the Constitution.

Section 22 provides for the approval to operate as a Water Services Provider and
emphasise that Water Services Providers must get an approval of the Water Services
Authority.

Section 24 provides for the registration of Water Services Intermediaries and that a Water
Services Authority may, in its bylaws require the registration of Water Services

Intermediaries or classes of such intermediaries within its area of jurisdiction.

Section 25 expands on the duties of the Water Services Intermediaries, which includes
but not limited to, providing quality, quantity and sustainable water services that meet the
minimum standards proscribed by the Minister and any additional minimum standards

prescribed by the relevant Water Services Authority.

The Water Services Intermediary in executing its duties may not charge for water at a
tariff which does not comply with any norms and standards prescribed under the Water
Services Act, and any additional norms and standards set by the relevant water services

authority.
National Water Act, 1998 (Act No. 36 of 1998)

The Act considers, amongst other factors, the following aspects, which directly support

the provision of water for multiple uses:

a. Promoting equitable access to water;
b. Redressing the results of past racial and gender discrimination;
c. Promoting the efficient, sustainable, and beneficial use of water in the public

interest;
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d. Facilitating social and economic development; and

e. Providing for growing demand for water use.
Municipal Systems Act, 2000 (Act No. 32 of 2000)

The Municipal Systems Act is the enabling legislation which delineates the Municipalities’
duties. It was enacted to: “To provide for the core principles, mechanisms and processes
that are necessary to enable municipalities to move progressively towards the social and
economic upliftment of local communities and ensure universal access to essential

services that are affordable to all;”. The following sections are of vital importance:

a) Section 4 speaks directly to Section 27 of the Constitution, explicitly binding municipal

councils to the progressive realisation of access to water within its jurisdiction.

b) Section 5(1), the Municipal Systems Act expressly guarantees communities the
correlative right to meaningful engagement, involvement, and communication. It also
guarantees “access to municipal services which the municipality provides, provided the

duties set out in subsection (2)(b) are complied with.”.

¢) Section 26 provides that, in order to give effect to these duties and the progressive
realisation of socio-economic rights, municipalities are also obligated to draft and produce
integrated development plans (IDPs). These plans are supposed to map out how a
municipality is to manage its resources in a way that develops its constituent communities

and addresses those communities’ needs.

d) Section 73 obliges municipalities to ensure “ensure that all members of the local

community have access to at least the minimum level of basic municipal services.”.

e) Section 76 -81 talks about different mechanism that can be used for provision of
services. Municipalities are therefore required to focus on the provision of these basic

services and may not prioritise other services at the expense of basic services.
GNR.509 of 8 June 2001

Regulations relating to compulsory national standards and measures to conserve water
Section 9 of the Water Services Act, 1997, give the Minister of Water and Sanitation the

power to prescribe compulsory standards. a) Regulation 2(b) of the Regulations provides
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that the minimum standard for basic sanitation services is a toilet which is safe, reliable,
environmentally sound, easy to keep clean, provides privacy and protection against the
weather, well ventilated, keeps smells to a minimum and prevents entry and exit of flies
and other disease-carrying pests. b) Regulation 3(b) determines the minimum standard
for basic water supply services as: ‘a minimum quantity of potable water of 25 litres per
person per day or 6 kilolitres per household per month — i.e., at a minimum flow rate of
not less than 10 litres per minute; ii. within 200 metres of a household; iii. with an
effectiveness such that no consumer is without a supply for more than seven full days in

any year.

4. POLICY PURPOSE

The provision of basic water supply and sanitation services within the Siyathemba Local
Municipality necessitates a comprehensive approach that engages all relevant
stakeholders in a sustainable and improved delivery of these essential services. To
collectively strive toward the overarching goal of enhanced water supply and sanitation
services provision, it is imperative to understand and harmonise the policies and practices
of pertinent stakeholders and service providers. This collaborative approach seeks to
prevent unintended discrepancies and potential conflicts that could impede service

delivery.

This Water and Sanitation Services Policy will elevate the delivery of basic water supply
and sanitation services to residents by aligning municipal administration with the planning,
bylaws, and legislation governing water and sanitation services within the region. The

primary purpose of this policy is to achieve the following key objectives:

Provision of Free Basic Water and Sanitation Services: Ensure that indigent citizens
have access to free basic water services, promoting social equity and addressing the

basic needs of vulnerable populations.

Equitable Access to Water Services: Guarantee equitable and fair access to water
services, considering financial, technological, socio-economic, and conservation factors,

thereby fostering inclusivity and sustainability.
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Compliance with Regulatory Framework: Enforce compliance with pertinent legislation
and bylaws governing water supply, promoting responsible ownership and adherence to

established standards.

Consistent Approach to Alternative Water Sources: Establish a uniform approach to
evaluating and implementing alternative water sources to ensure the sustainable
provision of water and related products and services, aligning with evolving industry best

practices.

By pursuing these objectives, the Siyathemba Local Municipality aims to enhance the
quality, availability, and fairness of basic water supply and sanitation services for its
residents while embracing innovative and sustainable approaches to meet the evolving
needs of the community. This policy underscores the commitment to effectively manage

and improve essential services, fostering the well-being and development of the region.

5. POLICY SCOPE

The policy applies to Siyathemba Local Municipality, residents, private and public
institutions, those living on privately owned land and all water services users within the

Municipality’s jurisdiction.

6. POLICY POSITION

The policy positions outlined in this document seek to align the municipality with the
National Sanitation Policy of 2016, National Water Policy Review of 2013 and all
approved relevant national polices. Subsequently, the provision of these services will be
undertaken through various mechanisms as outlined in national legislations.
Furthermore, this policy will be implemented within the context of the following guiding
factors:

o Affordability

e |Institutional needs

e Environmental impact

e Social issues

17 |Page



o Water supply service levels

o Reliability

e Upgrading

e Site-specific issues

e Use of local resources

e Settlement patterns

e Compliance with Norms and Standards, Ownership of the infrastructure &

Operation and maintenance and capital development.

6.1. PROVISION OF WATER SUPPLY SERVICES

The Municipality, in accordance with Section 27 (2) of the Constitution, seeks for the
realisation of the provision of basic water supply to all within its jurisdiction. As guided by
national policy and legislation, the municipality seeks to achieve the progressive
realisation for provision of water supply services through these Service Level Standards:

Basic; Interim; Emergency and Disaster Situations

6.1.1. BASIC LEVEL OF WATER SUPPLY SERVICES

Problem Statement

Despite the fundamental right to basic water supply, Marydale, Niekerkshoop and
informal settlements within Prieska lack access to adequate water services. The existing
infrastructure falls short, with residents resorting to unauthorised connections,

compromising the supply for others.

Marydale and Niekerkshoop have seasonal challenges that stem from inadequate water

source supply in the Boreholes.

Additionally, the correlation between enhanced water supply and increased sanitation
demands presents an added challenge. Unplanned settlements further escalate costs.
Addressing these issues is crucial to ensuring equitable, sustainable, and healthy water

services for all rural residents.
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Policy Position

In accordance with all national policies and standards. The Siyathemba Local Municipality

commits to the provision of basic level of water supply at:

a)

b)

h)

)

A minimum quantity of potable water of 25 litres per person per day or a minimum
of 6 kl/household per month.

The access to water supply or delivery point is provided at least at the boundary
of the stand in all formalised settlements.

Communal taps are, and will be provided in informal settlements.

Water provided will comply with the SANS 241 quality standards.

Implementation of smart meters that can detect and regulate the basic
consumption of water per household and bulk meters for aerial detections.

User pay principle will be applied to all water services end user.

The Municipality will develop the water safety plan (WSP), to determine water
quality standards and management. The water safety plan will be developed in
accordance World Health Organisation (WHO) Guidelines for Drinking Water and
reviewed on an annual basis.

The Municipality will ensure continuous monitoring of drinking water quality in
accordance with SANS 241. The monitoring mechanism will be compliant with the
water quality monitoring programme.

A Water Services Development Plan (WSDP) will be developed and reviewed
annually. And will be incorporated into the Integrated Development Plan (IDP).
The Siyathemba Local Municipality reserves the right to intervene (including to
restrict supplies, terminate or discontinue yard supplies and the likes), if required

to restore basic supplies to all.

6.1.2. FREE BASIC WATER SUPPLY SERVICES

Problem Statement

Free Basic Services (FBS) place great strain on the WSAs resources especially where

individuals can afford to pay for such services. The WSA has a limited amount of resource
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and needs to effectively manage such resources. It is to the detriment of the municipality

to apply a blanket approach in the provision of Free Basic Services.

Furthermore, there has been an increasing challenge where consumers exceed the

allocated free basic water supply provided by the municipality.

a)

b)

d)

e)

9)

Policy Position

The provision of free basic water supply will be extended to indigent customers,
with indigence status determined by the guidelines specified in the indigent policy
and subsequent registration on the indigent register. It is the responsibility of the
indigent household to register with the municipality.

Indigent households meeting the defined criteria will be eligible to receive the initial
allocation of the first 6kl (6,000 litres) of water per month at no cost to the indigent.
Upon depletion of the initial 6kl allocation, qualifying indigent households will be
subject to usage restrictions and will be responsible for payment based on the
adopted tariff for any additional water consumed.

The WSA will install smart meters to enforce the restrictions.

It is incumbent upon the user to actively employ all available water conservation
methods to ensure the responsible and sustainable use of this vital resource,
thereby preventing wastage and misuse.

The free basic water policy will not apply to businesses. All water services
consumed by businesses would have to be paid for in accordance with the adopted
tariff.

The Municipality reserves the right to review the Free Basic Water (FBW) policy
with a view to change the targeted level of service and quantity of water under this
policy as and when required in the interest of affordability, effectiveness, and

sustainability of provision of free basic water.

6.1.4. INTERIM WATER SUPPLY

Problem Statement
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The municipality is obliged by the Constitution to provide water supply services to all

residents within its jurisdiction. This includes those living in informal settlements, privately

owned land, rural areas and other in-formalised settlement types.

The municipality is faced with the challenge of mushrooming informal settlements that

demand and need basic water supply services. These unplanned and informal

settlements are not established within the specifications of the municipality’s reticulation

system which then limits the municipality’s ability provide water supply services through

the conventional methods.

a)

b)

d)

Policy Position

Interim water supply services are a temporary water supply service measure and
will be provided, within reasonable walking distance, water of an adequate quality
from a health point of view.

As per SFWS (2003), interim water supply services will be provided for consumers
living in informal settlements that are yet to be formalised. In the case of informal
settlements, this service will be provided until such a time that tenure is established
which will allow the municipality to provide permanent services.

Once interim water supply services have been provided by the municipality, all
other illegal connections will be disconnected, and any reconnection will be
punishable (as stated by the bylaws)

The level of provision of these services will vary based on factors including but not
limited to, location, population density, availability of bulk water and reticulation
infrastructure and lasty as per Section 27 (2) of the constitution which states that
the state must take reasonable legislative and other measures, within its available

resources, to achieve the progressive realisation of this right.

6.1.5. WATER SUPPLY DURING EMERGENCY AND DISASTER SITUATION

Problem Statement
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Natural disasters put immense pressure on infrastructure. The WSA has been
experiencing an increase in fires in the informal settlements. Lack of fire hydrants in those

areas have resulted in many fatalities.
Policy Position

a) Whenever water shortages are declared, the Municipality willimpose reasonable
limitations on its consumers’ water consumption in its water supply network to
ensure compliance with written notices issued under Schedule 3, section 6 of
the National Water Act (NWA).

b) Disaster situations will be responded to in compliance with National Disaster
Management Act (NDMA).

c) Emergency and disaster situations will be dealt with under the prescripts of the
Water Services Act (1997) which state that emergency water supply appropriate
to the situation must be provided in the interim while the municipality works on
restoring basic water supply services.

d) Interim water supply services will also be in effect during disaster and
emergency situations.

6.1.6. DRINKING WATER QUALITY MANAGEMENT

Problem Statement

All three supply systems achieved good to excellent microbiological compliance and
microbiological monitoring compliance. This indicates that the water supplied may not
present health risks associated with microbiological contamination. However, poor
chemical compliance achieved at all supply systems and inadequate alignment of
chemical monitoring programmes (for Marydale and Niekerkshoop) to SANS 241:2015
requirements means that the water supplied may still present some health and aesthetic
risks to consumers and this should be addressed urgently.

Policy Position

a) As per the Water Services Act (1997), the Municipality is the WSA responsible for
the provision of quality water to all residents across all service level standards.
b) The quality of water provided for consumption must be in accordance with the

currently accepted minimum standards with respect to health-related chemical and
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microbial contaminants. As such, a water monitoring program is developed to
monitor drinking water quality as per South African National Standards (SANS
241).

c) Furthermore, the analysis of drinking water quality must be undertaken by an
accredited laboratory and all results obtained are uploaded onto IRIS and
published annually in suitable media accessible to relevant stakeholders.

d) Water quality from boreholes, like handpumps where there is no treatment system
in place, must be analysed before the borehole is equipped to ensure that water
quality is suitable for human consumption.

e) The municipality will conduct frequent testing at regular intervals of said boreholes
to ensure that they remain compliant with the standards outlined in SANS 241.

f) The municipality has a Water Safety Plan which is reviewed every three years.
This is used to continuously ensure the quality and safety of drinking water using
risk assessment and risk management from the point of abstraction up to the point

of use.

6.1.7. WATER CONSERVATION AND WATER DEMAND MANAGEMENT

Problem Statement

South Africa has an ever-growing population that is in constant need of water for both
consumption and sanitation services which places great stress on the available water
resources. Moreover, the increased occurrence of water leaks and pipe bursts, illegal and
unmetered connections have put further stress on the municipality’s ability to provide

water supply services effectively and sustainably.

The Siyathemba Local Municipality has identified many instances whereby water-meters
are reflecting excessive water consumption by customers living in low-cost housing
developments. In most instances the excessive water ‘consumption’ is in fact caused by
water leakages from pipes and fittings on the premises of consumers, who appear
unwilling or unable to effect the necessary repairs. These leakages are not only financially

unsustainable for the Municipality (and ultimately the paying consumer), but also places
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unnecessary strain on limited water resources. The repairing of these leaks would

therefore be in both the interest of the consumers concerned as well as to the Municipality.

Policy Position

a) The Municipality will develop a water conservation and demand management
strategy to address water losses and leaks within its area of jurisdiction.

b) A Water Balance Strategy will be developed to determine water demand according
to the different categories this includes:

c) All unmetered connections, including all currently unmetered standpipes, must be
metered and registered as connections. Ensure every standpipe is metered in
clusters and meters read regularly for billing to relevant government/municipality
department.

d) Appropriate metering, illegal connection and real loss reduction policies need to
be developed and implemented.

e) Zoning of supply systems into discreet zones to ensure proper network
management.

f) Implement a leak detection and repair programs to reduce real losses.

g) Consumers with high internal leak levels (leaks within the boundary of the
stand/property) should be identified and will be compelled to repair at their own
expense.

h) Implement initiatives to register unregistered connections.

i) Highest Priority must be given to the high burst frequency and high-water loss
areas.

j) All water connections and new installations should be formalised in the billing
system in all local municipality.

k) The Municipality’s billing section shall note a consumer with a high meter reading.

I) Water Conservation awareness campaign

6.2.  PROVISION OF SANITATION SERVICES

Water is life — sanitation is dignity”. The Constitution states that it is the right of all South

Africans to dignity. Sanitation is one of the basic human rights that contribute to the
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realisation of this right. It is therefore the duty of the municipality to ensure that this right
is fulfilled through the provision of sanitation services. As guided by national policy and
legislature, the municipality seeks the progressive realisation for provision of sanitation
services through these Service Level Standards: Basic; Interim; Emergency and Disaster

Situations.

6.2.1. BASIC LEVEL OF SANITATION SERVICE

Problem Statement

There is still a considerable number of people who do not have access to basic sanitation

services, thus practice open defecation.
Policy Position

a) The standard for basic sanitation services must include the provision of a toilet with
functional hand washing facility in the yard, which is safe, reliable for 24 hours a
day, environmentally sound, easy to keep clean, provides privacy and protection
against the weather, well ventilated, keeps smells to a minimum and prevents the
entry and exit of flies and other disease-carrying pests, providing for an effective
and acceptable on-site sanitation technology.

b) The municipality will take responsibility of servicing all VIP toilets at the end user’s

expense.

6.2.2. FREE BASIC SANITATION

Problem Statement

Free Basic Services place great strain on the WSAs resources especially where
individuals can pay for such services. The WSA has a limited amount of resource and
needs to effectively manage such resources. It is to the detriment of the municipality to

apply a blanket approach in the provision of Free Basic Services.

Policy Position
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a) The provision of free basic sanitation will be extended to indigent household only,
with indigence status determined by the guidelines specified in the indigent policy
and subsequent registration on the indigent register. It is the responsibility of the
indigent household to register with the municipality.

b) The indigent households need to meet the requirements outlined within the
indigent policy and be registered on the indigent register.

c) The type of sanitation provided shall be determined by the WSA based on criteria
such as, geography, population density, affordability, etc.

d) The municipality shall provide all needed sanitation infrastructure and provide the
necessary services linked with the type of sanitation service offered (i.e., emptying
of VIPs and septic tanks) at no cost to the indigent customer. The end user is
responsible for reasonable maintenance measures.

e) Siyathemba Local Municipality will maintain all municipal built VIP within the
municipality to the minimum standard identified in the DWS Technical Guidelines.

f) The household will be responsible for all routine maintenance which can be
attributed to normal usage.

g) Should the VIP require maintenance that is a result of poor workmanship or latent
defects in the infrastructure the Siyathemba Local Municipality will take
responsibility for its rehabilitation.

h) Siyathemba Local Municipality will take responsibility for pit emptying or the
relocation of top structures of new pits. (It is recommended that homeowners are
not left to relocate their own structures as soil be reinforced through the
construction of a suitable collar or lining, and the pit and collar dimensions must
be accurate. Inappropriate construction may lead to collapsing pits and damaged
latrines.)

i) If the VIP structure is damaged during emptying or relocating, the Siyathemba
Local Municipality will take responsibility for the damages.

j) Prior to full scale delivery, the VIP latrine backlog eradication programme will be
reviewed on an ongoing basis and recommendations made to reduce life cycle

costs and harmonise the capital expenditure with the maintenance budget.
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k) The scheduling of emptying programmes should take cognisance of observed
filling rates associated with actual pit volumes. The frequency will be subject to the
volume of the pit provided but will typically be no less than 5 years between
maintenance tasks performed by Siyathemba Local Municipality.

I) The Siyathemba Local Municipality will monitor the pit filling rates on an annual
basis.

m) The Siyathemba Local Municipality will make allowance for ad-hoc pit emptying for
pits that fill up more quickly than expected.

n) For large households (a large household is where the number of family members
are permanently residing at households exceeds 7) where the standard pit size is
insufficient for a 5-year emptying cycle, Siyathemba Local Municipality will
consider the provision of a second latrine or larger pit.

0) Where the useful pit volume beneath a fixed structure is less than 1.5m, or is
insufficient to the size of household, (due to design, shallow groundwater,
sanitation provision in a particular community and perform a cost benefit analysis
to assess whether one of the following options may be more cost effective than the
high frequency of emptying:

i. Replace fixed latrine with a moveable structure over a new pit.

ii. Pit contents must not be disposed into sewers or Wastewater Treatment
Works as this is likely to overload the biological process and lead to plant
failure.

p) Improved solid waste management should be implemented by the municipality,
through re-use, recycling, reduction and collection. This will prevent the
accumulation of solid waste in latrine pits and will therefore slow down the rate of
pit filling.

q) The method for pit emptying shall be selected by service provider but will need to
be approved by the Siyathemba Local Municipality. In selecting a methodology,
the service provider must take due attention of the Specification for pit emptying
which requires minimum spillage of sludge and appropriate occupational health

and safety provision for workers and the public.
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r) Households failing to comply with the requirements identified in the awareness
programme will be charged in full for the cost of repairs and will be charged
proportionally for the additional cost of emptying (i.e., of the pit is found to contain

40 % of the cost of solid waste they will be liable for 40% of the cost of emptying).

6.2.3. INTERIM SANITATION SERVICES

Problem Statement

The municipality is obliged by the constitution to provide sanitation services to all
residents within its jurisdiction. This includes those living in informal settlements, privately

owned land, rural areas and other in-formalised settlement types.

The municipality is faced with the challenge of mushrooming informal settlements that
demand and need sanitation services. These unplanned and informal settlements are not
established within the specifications of the municipality’s wastewater treatment works
system which then limits the municipality’s ability provide sanitation services through the

conventional methods.
Policy Position

a) Interim sanitation services will be provided for residents dwelling on informal
settlements and privately owned land until such a time that tenure can be secured
for the provision of permanent sanitation services.

b) The type services will vary based on factors including but not limited to, location,

population density, availability of bulk water infrastructure and reticulation.

6.2.4. SANITATION DURING EMERGENCY AND DISASTER SITUATIONS

Problem Statement

Recently there has been an increase in natural disasters which has left water and
sanitation infrastructure extensively damaged, leaving many without access to basic and

sanitation services.

Policy Position
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a) Whenever basic sanitation services cannot be provided, the Water Services Act
(1997) provides for the procedure to limit or discontinue water services in case of
emergency situations. Furthermore, section 21(2) (e) (i) mandates that every water
services authority must make bylaws which may provide for the general limitation
or discontinuation of water services where (i) national disasters cause disruptions
in the provision of services or (ii) sufficient water is not available for any other
reason.

b) Disaster situations will be responded to in compliance with National Disaster
Management Act.

c) For the purpose of this policy, the municipality shall provide sanitation services as
outlined within “Interim Sanitation Services.”

d) The municipality will provide reasonable and appropriate alternative temporary
sanitation solutions for its residents until such a time that basic sanitation services
can be restored. The municipality will inform users of any interruption in its network
to ensure compliance with written notices issued under Schedule 3, section 6 of
the National Water Act.

e) As per the National Sanitation Policy of 2016, the municipality will ensure that
sanitation during emergency and disaster situations will be:

i. culturally and socially accepted,
i. reflect the vulnerabilities, needs and preferences of the affected population,

f) The municipality is committed to applying reasonable measures to uphold the
dignity of its people and reducing the transmission of faecal oral diseases during
such situations through the promotion of:

i. Good hygiene practices;
ii.  The provision of safe drinking water;
iii.  The reduction of environmental health risks
g) During such times, the municipality’s operation and maintenance budget and

available grants shall be used to conduct repairs on affected infrastructure.

6.2.5. GREYWATER MANAGEMENT
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Problem Statement

Greywater is often perceived as clean compared to blackwater which carries substantial

health and environmental risks. It can harbour disease-causing organisms, suspended

matter, and chemicals from various household products. The quality of greywater

fluctuates based on household factors, including occupants' habits, health, and product

usage. High variability arises due to diverse sources such as soaps and cleaning agents.

Excessive salts and chemicals in greywater pose threats to soil structure and vegetation,

leading to reduced water absorption capacity and potential ecological damage. Effective

management strategies, particularly in reducing sodium content, are crucial to mitigating

these risks and ensuring safe greywater reuse practices. There is high prevalence of

misguided use greywater in households.

a)

b)

d)

Policy Position

Untreated greywater (from a greywater diversion device) must only be used via
subsurface irrigation. Subsurface irrigation systems reduce exposure to humans,
pets and other animals which may otherwise come into contact with the untreated
greywater and potentially transfer disease causing organisms.

Specific setback distances from buildings, boundaries, wells, bores, watercourses,
swimming pools and rainwater tanks are required to be met for all irrigation
systems. This is to prevent contamination and transmission of disease.
Greywater must not be used in a manner that will result in direct contact with
vegetables or other edible plants eaten uncooked. It may be used to irrigate above-
ground food plants such as fruit trees and leaf vegetables where the fruit or edible
vegetable part does not make direct contact with the greywater.

Greywater must be contained within the confines of the premises on which it is
generated and not be permitted to run off onto neighbouring properties.
Greywater must not run onto driveways or any hard surfaces where it can run into
the street and into stormwater drains and eventually into surface waters e.g., rivers

and dams.
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f) Only products with no or very low phosphorus content should be used. Phosphorus
content can range from a low content of 0.05% up to 10% in various detergents.
Low or no phosphorus products will mean less phosphorus can possibly reach
waterways via subsoil flow, runoff or stormwater, which can create serious water
quality problems. The use of any phosphate rich washing powder will poison your
soil over the long term. There are phosphate free washing powders on the market,
and these must be used.

g) Greywater tends to be slightly alkaline, with a typical pH range of between 6.5 and
10.5, and the extensive use of greywater for irrigation could cause the soil to
become progressively more alkaline. A washing detergents ability to remove
stains is linked the pH. Soil and greases are more easily removed at a high pH.
Shade loving and acid loving plants do not like the alkalinity of greywater. These
include azaleas, camellias, gardenias, begonias and ferns.

h) Washing powders that contain sodium salts as bulking agents should be used
sparingly. High levels of sodium can produce saline (i.e., salty) greywater. Sodium
is detrimental to plants, can damage soil structure, reducing the air space, giving
it a greasy texture and poor drainage capability. Liquid detergents (instead of
powders) or products which use potassium salts should be used as they produce
better quality, less saline greywater.

i) The policy discusses all three greywater reuse options. The greywater system
however requires thorough examinations of its installation, operation, maintenance

requirements and quality of output before approving its installation.

6.2.6. FAECAL SLUDGE MANAGEMENT

Problem Statement

The ever-growing population and subsequent increase in waste has placed stress on the
wastewater collection and treatment. The municipality has seen growth in the number of
customers using alternative methods to dispose of wastewater and faecal sludge, many

of which are unregulated and add further stress on the wastewater treatment plants.
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There is a need for the municipality to regulate such activities. There is currently no

adequate faecal sludge management plan.

a)

b)

d)

e)

f)

Policy Position

The municipality or the authorised provider, may, at its discretion, and subject to
such conditions as it may specify, accept faecal sludge transported by honey
suckers for disposal delivered to the municipality's wastewater treatment plants.
Industries are required to comply with the policy prescripts.
No person shall discharge faecal sludge into the municipality's wastewater
treatment plants by road haulage except with the written permission of the
municipality or the authorised provider, and subject to such period and any
conditions that may be imposed terms of the written permission.
The charges for any faecal sludge delivered for disposal to the municipality’s
wastewater treatment plants shall be assessed by the municipality or the
authorised provider, in accordance with the prescribed tariffs of charges.
No disposal of faecal sludge by honey suckers at any point that has not been
approved by the Municipality is allowed.
When faecal sludge is delivered by honey suckers-
i.  Thetime of delivery shall be arranged with the municipality or the authorised
provider, and
ii.  The nature and composition of the faecal sludge shall be established to the
satisfaction of the municipality or the authorised provider, prior to the
discharge thereof and no person shall deliver faecal sludge that does not
comply with the standards laid down in terms of these municipality by-laws.
The municipality or the authorised provider, may withdraw any permission, after
giving at least fourteen days written notice of its intention to a person permitted to
discharge faecal sludge by honey suckers if the person -
i. fails to ensure that the faecal sludge so delivered conforms to the standards
prescribed in the written permission; or
ii. fails or refuses to comply with any notice lawfully served on him or her in

terms of any permission granted to him or her; and
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9)

iii. fails to pay the assessed charges in respect of any faecal sludge delivered.
In the reuse of water, the Siyathemba Local Municipality must strive for the best
practicable protection of health and environmental option that will maximise social
and fiscal benefits in an integrated way with water supply and other municipal

services.

6.2.7. WASTEWATER SLUDGE MANAGEMENT

Problem Statement

Sludge disposal methods are still dominated by on-site disposal methods such as onsite

stockpiling and burying. This limited approach to faecal sludge management has been

perpetuated by the limited knowledge on the beneficial use of sludge. It is important that

the municipality applies the “reduce, reuse, recycle & reclamation” principles and view

faecal sludge as a resource rather than waste material.

a)

b)

Policy Position
Wastewater sludge needs to be classified in accordance to part 6 of the

“Guidelines for the utilisation and Disposal of wastewater sludge”.

Guidelines are to be used to establish which management options are suitable for
the sludge for the type and quality of sludge generated by the wastewater
treatment works.

The result of analysis of samples needs to be utilised to classify the sludge which
is determined by the microbiological, stability and pollutant quality of the sludge
thereafter the sludge may be used based its classification.

Agricultural use of sludge as soil conditioner or manufacturing compost not
destined for use by the public.

Disposal of sludge on or off-site including creation of stockpiles, existing dedicated
sludge land disposal site, onsite disposal of sludge in a mono disposal landfill or
lagoon or by marine discharge.

Utilising of the sludge in a beneficial manner (other than agricultural use) such as
for rehabilitation of mine deposits, aiding in the remediation of contaminated soil,

as an adsorbent as a nursery growth medium, once off high-rate land application,
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capping of landfills, beneficial land application at high loading rates and
amelioration of degraded soils.

g) Using thermal treatment methods including incineration of the sludge in dedicated
incinerators or by means of incineration in furnaces, cement kilns etc.

h) Using sludge to produce saleable products including pellets, compost for sale to
the public, manufacturing of bricks, paving, artificial rocks and other products as

well as brick making.

7. WATER SUPPLY AND SANITATION SERVICES ON PRIVATELY OWNED LAND

Problem Statement

Many people living on privately owned land lack access to essential water supply and
sanitation services, impinging upon their dignity and constitutional rights. Local
government initiatives to provide these services face challenges, including limited
access to privately owned land by municipal officials and complicated tenure
arrangements, leading to service delays. Equitable access to basic services is a
fundamental right, enshrined in the Constitution and guiding Acts. The issue is
particularly complex in private land settlements, requiring consideration within broader
spatial development, housing delivery, poverty alleviation, and skills development
goals. This policy recognises the real challenges posed by property owners or local
authorities hostile to municipal services in communities settled without authorisation,

emphasising the urgent need for basic services for individuals in privately owned land.

Policy Position
a) The municipality has an obligation to provide water and sanitation services to those

people living on privately owned land who are not receiving such services from the
landowner.

b) All available mechanism shall be explored and used to provide permanent services
to those dwelling on privately owned land. Until such a time that this can be
achieved, the municipality will provide interim services as outlined in the Water and

Sanitation Services Policy on Privately Owned Land
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c) The Municipality will in its bylaws put prescripts that gives them power to enter any
private land for the provision of water and sanitation services.

d) Landowners are encouraged to be accommodative of the municipal’s effort to
provide water and sanitation services to people living on privately owned land.

e) Any landowner, that refuses the municipality to dispatch its duty, will be subjected
to various actions by the municipality, that includes getting a servitude for that land
or the municipality will expropriate the land.

f) In planning for the provision of water services on privately owned land the
particular circumstances prevailing should be taken into account.

g) Where the landowner is providing or prepared to provide water services to the
hhsettlement, a contract between the Siyathemba Local Municipality as the WSA
and the landowner as intermediary or water services provider must be negotiated
and established.

h) The landowner must guarantee the protection of the settlement’s existence at that
location for at least 20 years.

i) Residential complexes and estates will not be regarded, for the purpose of this
policy, privately owned land.

j) The municipality will provide water and sanitation infrastructure up to Basic
Services level to all households in the settlement.

k) Where water is provided to the property from a source other than a municipal main,
water to the settlement from that same source may be negotiated.

1) Where municipal piped water is provided to the property, the water main to the
settlement:

i.  Will be connected to the water supply line to the property with a water
meter at both connections.
ii. The water usage of the property will be determined by subtracting the
settlement’s reading from the meter at the entrance of the property.
iii.  No external draw-off to be connected beyond the meter at the settlement.
m) Any upgrading required to the property supply line and meter up to Basic

Services level will be to the Municipality’s account.
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n) The intermediary or water services provider contract may extend the offer of

rebates to include other municipal services on the property provided such

rebates are transparent, legal and in proportion to the higher level of service

provided to the occupants of the settlement.

0) Where the Siyathemba Local Municipality is not able to negotiate the landowner

to accept being a party to a contract as an intermediary, or a water services

provider, the municipality will be the one providing the services and other

methods of resettling the community onto municipal land will be explored.

p) In terms of this Policy, the Siyathemba Local Municipality commits itself to the

following principles:

Vi.
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To strive to promote job creation, poverty eradication and the development
of skills and the creation of employment opportunities in the development
and implementation of services.

To ensure that sanitation improvement is accompanied by environmental
and health and hygiene promotional education and preserving the dignity of
all people.

To ensure that water services planning strives for the best practicable
environmental option that will maximise health, social, and environmental
benefits in an integrated way with water supply and other municipal
services, with consideration of the temporary nature of the service.

To ensure that the development of water services is linked to municipal
policies dealing with indigence through the provision of basic services and
the progressive use of the equitable share.

To establish fair and equitable procedures and processes whereby the
owners of the property on which the informal and transient settlements are
located could request water services in order to start the process.

To ensure that for provision of water services for settlements that are
accommodated by private landowners, the circumstances prevailing is

taken into account.



8. OPERATION AND MAINTENANCE OF WATER SUPPLY AND SANITATION SERVICES
INFRASTRUCTURE

Problem Statement
Management of infrastructure has a great impact in the efficient provision of water supply

and sanitation services to the Siyathemba Local Municipality. This is compounded by
insufficient budget allocated for operation and maintenance of infrastructure has been
long-standing problem, vandalism of infrastructure by communities — illegal connections

and lastly no asset management plan in place.

Policy Position
a) Allocation of sufficient budget to ensure operation and maintenance of water

supply and sanitation infrastructure.

b) A business plan will be drafted to request funds from municipal and national coffers
to ensure there is sufficient budget for operation and maintenance of infrastructure
resources.

c) An Asset Management Plan that covers both water and sanitation services will be
developed to ensure cost-reflective management. This plan will also encompass
operation, maintenance and repair costs during emergency and disaster
situations.

d) The municipality will educate end users on the proper management and use of all
water supply and sanitation services infrastructure.

e) Municipality is responsible for the maintenance of the infrastructure up to the
boundary user connection, the maintenance of the infrastructure within the

boundary of the yard is the responsibility of the owner.

9. FINANCIAL MANAGEMENT

Problem Statement

Finance is one of the key drivers of service delivery within a municipality, it is therefore
essential that the municipality is able manage its finances effectively to be able to continue
to provide services to its customers. The municipality is faced with many financial
challenges which significantly impact on its ability to finance its programs. These include

but are not limited to:
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a) The inability to collect revenue and for services provided,
b) Inconsistent setting of tariffs,
c) Lack of communication during tariff setting, and

d) Tariff setting is not cost reflective.

Through addressing these financial issues, the municipality will have the needed financial

means for providing services.
Policy Position

a) For the municipality to achieve its financial goals, the municipality shall:
i. Develop a cost reflective tariff plan that is in line with the national standards
ii. Develop and enforce credit and debt control policies.
ii. Develop and implement a budget that shall link the municipal budget with
indigent support.

b) The municipality is looking at ringfencing finances specifically for water and
sanitation services to use specifically for water supply and sanitation services
related issues.

¢) The municipality will charge all households within its jurisdiction for all water supply
and sanitation services rendered in accordance with the municipalities tariff plan.

d) Qualifying indigent households who are registered on the indigent register will be
subsidised by the municipality as outlined in the municipality’s indigent policy.

e) A comprehensive financial management policy will be developed by the

municipality.

10. TERMINATION, LIMITATION, AND DISCONTINUATION OF WATER SUPPLY AND
SANITATION SERVICES

Problem Statement

The Municipality is entrusted with safeguarding customers' rights by guaranteeing access
to essential services within its jurisdiction. Yet, the disparity between customer rights and
corresponding responsibilities has created a precarious situation for both parties.

Challenges such as non-payment, unauthorised connections, and vandalism by
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customers have severely hampered the municipality's service provision. While customers
are entitled to these services, they must acknowledge their duty to pay for them and
refrain from tampering with water and sanitation infrastructure or unlawfully accessing
these vital services. This disconnects between rights and responsibilities has led to a

problematic scenario affecting both the municipality and its customers.

Policy Position
a) Persons found to be illegally connected or reconnected to municipal services,

tampering with meters, reticulation network or any other supply equipment or
providing any unauthorised service associated with the supply of municipal
services, as well as theft and damage to municipal property, will be prosecuted
and/or liable for penalties as determined from time to time.

b) The municipality will immediately terminate the supply of services to a customer
should such conduct as outlined above be detected.

c) The Water Services Act Section 4(3)(c) states that procedures for limitation or
discontinuation of water services must not result in a person being denied access
to basic water services for non-payment, where that person proves, to the
satisfaction of the relevant water services authority, that he or she is unable to pay
for basic services.

d) Customer may terminate an agreement for the provision of water services by giving

notice to the municipality in writing not less than 30 days intention to do so.

11. CUSTOMER RELATIONS

Problem Statement

The implementation of Batho Pele principles has redefined the relationship between
municipalities and customers, emphasising the crucial need for a positive and efficient
interaction. Establishing clear and direct communication channels is vital for maintaining
customer relations. The absence of effective communication negatively impacts the
municipality’s ability to tailor services to specific customer needs. Customer relations
management fosters loyalty, trust, and satisfaction, potentially increasing willingness to

pay for services, ensuring the continuous sustainability of service provision.
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Policy Position
a) Customer service excellence shall be promoted through the promotion of the

Municipality’s core values and customer-centric culture among staff.

b) The current customer management system shall continuously be improved as a
means of enhancing a positive mutual relationship between the Municipality and
its customers.

c) The public shall be encouraged to use existing platforms to engage with the
Municipality through customer care platforms for complaints, service delivery
interruptions or other service requests.

d) The Municipality commits to resolve complaints and/or service interruptions
according to the turnaround times stipulated in its Consumer Charter.

e) Communication and stakeholder engagement strategies shall be reviewed and
improved in order to keep the public informed about all aspects of the services
rendered.

f) Staff training and refresher sessions on customer care or focus and the related
code of conduct shall be promoted and extended beyond just front-line staff but
will include all staff.

g) Customer satisfaction shall be evaluated through annual surveys, the outcome of
which shall be shared with relevant stakeholders and made available to the public
on the Municipality’s website.

h) The Municipality shall continually build trust and transparency as a means of
improving customer satisfaction year on year.

12.RESEARCH AND INNOVATION

Problem Statement
Rampant high-water consumption is depleting the municipality and country's already

scarce water resources. Current waterborne sanitation systems, characterised by

excessive water usage, urgently require enhancement to promote water conservation.

Policy Position
a) High-quality, relevant and focused research shall be supported in order to supply

solutions to challenges faced by the Municipality and contribute to its vision by
providing a platform to explore meaningful technologies, systems and other

innovative ideas.
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b) All research work done in the Municipality shall be internally coordinated and a
database developed, managed and updated, as required.

c) Research studies done by or in partnership with institutions of research/learning
shall be managed in accordance with related Municipality policies and agreements.

d) The Municipality shall not undertake research and product testing on behalf of a
private person or institution that is seeking acceptance of its product.

e) All information and proof of performance required by the Municipality to measure
the acceptability of a product must be supplied by the applicant at their own cost.

f) The Municipality may, however, wish to conduct further in-house testing on a
product to either clarify or confirm certain data or information supplied by the
applicant.

g) Once evaluated, should the product satisfy the minimum requirements, the
Municipality may, in principle, consider the product for future use if so required,
through the standard procurement processes and subject to compliance with all
applicable policies, by-laws and legislation.

h) All relevant policies and procedures shall be adhered to at all times.

13. IMPLEMENTATION PLAN
The implementation of this Policy shall be ongoing. The operational components of this

Policy shall be contained in other policy-related instruments, including but not limited to,
internal policies, strategies, procedures and plans. Where this Policy applies to other
stakeholders, internally and externally, the municipality shall facilitate the interface
required to give effect to this Policy and report progress to oversight stakeholders, as may

be required.

14. MONITORING, EVELAUTION AND REVIEW

The monitoring and evaluation of this Policy shall be against a set of key performance
indicators that currently exist and, where applicable, those to be established upon
adoption of this Policy. This Policy shall be reviewed and updated when operational
challenges or legislative changes require this, but at least once during every term of
Council.

15. APPROVAL

The municipality will follow its standard policy approval process.
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