Zululand District Municipality Water Services Development Plan (DC26)
Section 8: Customer Service Profile

8. CUSTOMER SERVICES PROFILE

ZDM views the provision of a high quality service to customers as one of the highest priorties of the
organisation. This can be seen in the factthat most of the KPI'sin the organisation’s Performance Management
System relates to the provision of quality services to customers. ZDM realises that the organisation’s core

function is service delivery and thisis also evidentin the vision and mission statement of the municipality.

IDP vision and mission statement for the municipality

Vision
“We, the people of Zululand are proud communities that are committed to the development of Zululand through
hard work, integrity and a common purpose.”

Mission
e To develop an affluent district by:
o Optimal delivery of essential services
0 Supporting sustainable local economic development
o Community participation in service delivery

ZDM has also developed a Customer Care strategy and certain strategic issue s have been identified that needs
urgent focus and immediate implementation. The key focus areas that were identified are the following:

e Toknow your customers (complete customer database)

e Todevelop proper mechanisms for effective two way communication with customers

e To provide affordable, high quality services that are accessible to all

e Toempower your consumers through education

e Todewelop a customer focused organisation

e Todewelop a customer charter and honour the agreement with the customer

e To accelerate the implementation of appropiiate service provision structures

8.1 Quality of service

The majority of the urban households are served with full pressure house connections or yard taps. More than
half of the consumers within the rural areas are currently served, mostly through communal standpipes. In all
cases where surface water is abstracted to supply communities there exists some form of treatment process
that ensures that an acceptable quality of service is being provided. Many communities that are not served with
formal water supply schemes are served through the ZDM rudimentary water supply programme utilising
groundwater resources (i.e. boreholes with hand pumps or protected springs. The water being supplied through
the rudimentary water supply programme istested beforehand to ensure compliance with SABS standards and
if need be disinfection is added where biological contamination exists. Groundwater sources that do not comply

with the minimum water quality standards are not equipped for domestic use.
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Water quality is monitored by the WSA on an ongoing basis and it is expected of the water service providers to
report on the water quality status of each scheme at least once a month. This reporting is part of the MANZI
reporting system and the information is linked to specific schemes. Monthly reporting is also being done to
DWAF and captured on the eWQMS system. Indicated in Table 8.1 @) is a monthly water quality report that
was produced through the system.

8.2 Consumer complaints

ZDM has dewveloped a system for the captuling and tracking of customer complaints, from the point where the
complaintis recorded by the Customer Care centre, referred to specific individuals to deal with and closed out
when finally dealt with. The system is called SIZA and records the time from when the complaint was lodged
until the issue has been successfully completed. Response time to consumer complaints and the time it takes to
deal with issues are therefore measured and can be reported on. Fgures 8.2 a,b,c provide a view of system
functionality. This version of the complaints management system was implemented in January 2012 and as

such limited statistics are available on complaint patterns and trends.

Figure 8.2 (a): Siza Dashboard
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Figure 8.2 (b): Capture new issue / Complaint

Reported BY | gusisiwe zulu

Cellphone | .57 (73) 155 524 | Email | beutugizutuland org.2a

Issue #

Subject Water lesk at 145 Mgagans strest

Function ‘Water Reticulation: Sowth - Issue Type Complaint -

Assigned To |- Seiect Assignes -

ksueDetail | Map

Add Detail / Response

z Priority £-High -

il FEIR FEL AE EE=E o BB
There is 3 water leak wich appears to be located at the domestic meter for house number 145 Ngagane strest

Figure 8.2 (c): Issue Location
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Table 8.2 (a) herewith indicates the municipality’s performance with respect to the provision of water services,

as per the 2007/08 Performance Management scoring.

8.3 Health and Hygiene awareness education

ZDM realises the importance of health and hygiene awareness education and strong emphasisis being placed
on thiswith the roll-out of the sanitation programme in the district. The education is being done in collaboration
with Department of Health and the ZDM social fadlitators work closely with the health field officers to ensure an
effective impact at community level. Department of Health officers also regularly follow up on thisinitial training
after the sanitation programme has been conduded to ensure ongoing sustainability of health and hygiene
practises.

The above mentioned is also one of the reasons why ZDM decided to implement sanitation simultaneously with
the water roll out programme. This ensures a coordinated social effort with communities and the health and

hygiene education has more of an impact if cdean water is already available at the households.
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Table 8.1 (b): Monthly water quality report (December 2011)

SchemelD |Scheme Name Month | Year | No of Tests | Class |Colour Description
2 Vryheid 12 2011 67 |V Dangerous water quality - totally unsuitable for us e. Ac ute efects may occur
. Poor water quality - unsuitabl e for use wi thout treatment. Chronic effects may
13 Coronation 12 2011 27 1
occur
14 Hobane 12 2011 23 m Poor water quality - unsuitabl e for use wi thout treatment. Chronic effects may
occur
15 eDumbe 12 12011 27 | Goodwater quality - suitable for use, rare instances of negati ve effects
”n louws berg 12 2011 23 " Margi naIv'va.terquallty-condltlonally acceptable, Negative effects may occurin
some sensitive groups
30 Enyathi 12 ]2011 14 v -Mg_erous water quality - totally unsuitable for use Acute efects may occur
37 Mpurgamhlope | 12 2011 23 I Margi nalv.va'terquallty—condltlonalIy acceptable, Negative effects may occurin
some s ensitive groups
38 Makhosini 12 J2011 22 v -Dangerous water quality - totally unsuitable for us e. Ac ute efects may occur
40 Babanango 12 2011 23 " Margi nalv.va-terquahty—cond|t|ona|Iy acceptable, Negative effects may occurin
s ome sensitive groups
45 Golela 0 No Data |No Data |NoData
47 Mand akazi 12 2011 4 | Good water quality - suitable for use, rare instances of negati ve effects
50 Enyokeni 12 2011 23 1V -Dangerous water quality - totally unsuitable for us e. Ac ute efects may occur
) Marginal water quality - conditional ly acceptable, Negative effects may occurin
51 Kombuzi 12 2011 14 Il e
some sensitive groups
Marginal water quality - conditi onal ly acceptable, Negative effects may occurin
57 Nongoma 12 2011 31 1l .
s ome sensitive groups
97 Ophuzane 12 2011 14 I Margi naIv'va.terquallty-condltlonally acceptable, Negative effects may occurin
some sensitive groups
99 Tholakele 12 2011 14 I Margi naIv.va'terquallty—cond|t|0na|Iy acceptable, Negative effects may occurin
s ome sensitive groups
104 |Frischgewaagd 12 J2011 55 v Dangerous water quality - totally unsuitable for us e. Acute efects may occur
106 eMondlo 12 2011 71 |V Dangerous water quality - totally unsuitable for us e. Acute efects may occur
116 Misibi 12 2011 1 " Margi naIv.va.terquahty—cond|t|ona|Iy acceptable, Negative effects may occurin
s ome sensitive groups
118 Nkos ents ha 1 2011 1 " Margi nalvyéterquallw—condltlonalIy acceptable, Negative effects may occurin
some s ensitive groups
119 Belgrade 12 2011 23 1V -Dangerous water quality - totally unsuitable for use. Acute efects may occur
120 Khi phunyawo 12 2011 1 I Margi naIv.va.terquallty—cond|t|ona|Iy acceptable, Negative effects may occurin
some sensitive groups
Marginal water quality - conditi onal ly acceptable, Negative effects may occurin
122 Khambi 12 2011 14 1l 8 . a v y P § y
some s ensitive groups
o Marginal water quality - conditional ly acceptable, Negative effects may occurin
125 Mountain View 12 2011 14 Il .
some sensitive groups
128 Osingisingini 12 2011 14 | Good water quality - suitable for use, rare instances of negati ve effects
139 Cera 12 2011 23 " Poor water quality - unsuitabl e for use wi thout treatment. Chronic effects may
occur
140 Sidinsi 0 No Data No Data
147 Ulundi 12 2011 71 |V Dangerous water quality - totally unsuitable for us e. Acute efects may occur
161 Pongola 12 2011 40 | Goodwater quality - suitable for use, rare instances of negati ve effects
163 Spekboom 0 No Data |No Data |NoData
164 Khangela 12 2011 23 " Margi nalv'va.terquallty-condltlonally acceptable, Negative effects may occurin
some sensitive groups
165 Mvuzini 12 2011 1 I Margi naIv.va.terquallty—cond|t|ona|Iy acceptable, Negative effects may occurin
s ome s ensitive groups
195 Nkonjeni 12 2011 19 " Margi nalv'vafterquallty-condltlonally acceptable, Negative effects may occurin
some s ensitive groups
334 Itshelgj uba 12 2011 23 | Good water quality - suitable for use, rare instances of negati ve effects
341 Thulasi zwe 12 2011 23 1V -Dangerous water quality - totally unsuitable for us e. Acute efects may occur
350 Masokaneni 12 2011 14 | Good water quality - suitable for use, rare instances of negati ve effects
Marginal water quality - conditional ly acceptable, Negative effects may occurin
351 Purim 12 2011 14 1l 8 . g ¥ y P § y
some s ensitive groups
352 Gumbi 0 No Data |No Data  |NoData
360 Usuthu 12 2011 19 |V Dangerous water quality - totally unsuitable for us e. Acute efects may occur
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Table 8.2 (@): 2010/2011 Performance Management KPI's for the provision of water services

Zululand District Municipality Water Services Development Plan (DC26)
Section 8: Customer Service Profile

2 —
o~
Q -
T w o 13
= o $ g = £ c §
® g = = 2 > E E S =
o 8 5 2 g S = s S
£ O = 2 g - 2 [
3 2 o s 5 £ 9 < ] = ] =
[CIR ] = i - I~ 3 s 5 < ®
= o < © s [-- 2 = &0
= E % < S X2 B & 2 5
§ g 2 3 E - & & E
53 5 £ - 5 3
z > “ & =
Aover? — = £
Key Objective Objective Indi cator = Standard
2 >
o g @ |
= To progressively provide a cost
‘F: 8 E [} § p 8 . VP . Sec43(Reg 10 (a)) : Percentage of WSA std: 25kl per day or 6kl per
v o - B effective, reliable water service at a . . A . .
3 S o c 8 _ . To provide free basic water households with access to basiclevel of|  output 1 Annually Y household per month, within 200m, HOD:TS 1523
g5 L = ‘€ | good quality to all potential consumers o :
© ! S -8 in the district water Minimum flow rate of 10I/minute
€ a s
= -
-~
Toprogressively provide a cost Sec43(Reg 10 (b)): Percentage of ZDM Rudimentary Water Supply
effective, reliable water service at a . households earning less thanR1100 pm standard minimum of 51/person/day
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K . ) output 3 monthly N HOD:TS 1594
good quality to all potential consumers delivered (samples) as per approved strategy domestic water apply
in the district
To progressively provide a cost
effectlvg, reliable wa tef serviceata To improve water supply reliability ‘Cumulatlve water supply lnfgrruptlon output 4 Quarterly HODTS <15
good quality to all potential consumers time per plant less than specified target
in the district
Toprogressively provide a cost
effective, reliable water service at a Toreview and facilitate the District Draft WSDP submitted for WSDP plan submitted for
. . . . . Process 5 Quarterly HOD:P )
good quality to all potential consumers WSDP consideration by council by target date Council by 30 June
in the district
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effective, reliable water services at a ) . o . 8 | X
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etrec |ve,. rellable wa er_serVIces ata Toimprove access to free sanitation | households earning less than R1100 pm output 6.2 Quarterly Y HOD:TS 5245
good quality to all potential consumers ) L
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in the district
Water policies and by laws revisions
To deliver and regulate water services | To ensure that legislated water policies R Po . by ) . Policies and bylaws
. X submitted for consideration by council process 7 annually MM MM X
ina structured manner are reviewed and updated submitted by 30 June
by target date
To deliver and regulate water services Toeffedtivel itor WSP' Number of ¢ idered by WSA tout 3 terl 24 WSP reports submitted between july HOD:P 24 ts by 30)
ina structured manner o effectively monitor s umber of reports considered by outpu quarterly 2009 and June 2010 : reports by une
To progressively provide a cost
it t,p 8 liabl v pt , " Average time of notification to
errec |ve,. reliable wa er_serwces ata | g4 implement effective Customer Care community prior to planned output 9 Quarterly HOD:TS 24 Hrs
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) o interuptions
in the district
To progressively provide a cost
effective, reliable water services at a MIG grant funds spent on approved
. . To effectively utilise MIG allocation g P . PP input 10 Quarterly HOD:TS 100% spent by 30June
good quality to all potential consumers projects by the prescribed date
in the district
To ProgrE§5|ve ly provide é cost . . X Sec 43 (Reg 10 (c )): Percentage of
effective, reliable water services ata |To maximise the implementation of IDP ) . 100% quarterly budget
X ) K . A capital budget actually spent on input 11 Quarterly HOD:TS MM
good quality to all potential consumers identified projects . ) . spent by 30 June
X - projects identified in IDP
in the district
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