UBUNTU LOCAL MUNICIPALITY

COMMUNICATION STRATEGY

1. Purpose of the Strategy

This strategy spells out how the Ubuntu Municipality will ensure that it becomes a more efficient, effective municipality by addressing, developing, and improving communication systems, tools, processes and mechanism. It further seeks to realize the principles of developmental local government as spelt out in the white paper on local government and fulfilling the provisions of Chapter 7 of the Constitution of the Republic of South Africa 
Municipality personnel are expected to exhibit certain behavioral patterns when they interact with the customers.

They should always show:

	Courtesy


	To be polite and respectful.

	Helpfulness


	Provide assistance / information that will assist in making the customer understand or alleviate the customer’s problems.


	Competence


	Demonstrate ability and knowledge on matters in which you deal with customers.

 

	Empathy


	Willingness to understand the customers needs and offer answers to them.



	Clarity


	Be precise, concise and to the point.

	Fairness


	Keeping promises, and not favoring or disadvantaging others.

	Assurance


	Being pleasant and showing knowledge about what one is doing.

	Responsiveness


	Willingness to serve customers promptly and efficiently.


6. PAY-POINTS AND OTHER FACILITIES OF THE MUNICIPALITY

The pay-points of the municipality should be accessible to all customers in terms of distance, visibility and facilities for the disabled.

6.1. PAY-POINTS

· Pay-points should be in walking distance of all customers where possible;
· In the case of vast municipality where it is not possible to have an office within walking distance mobile pay-points on particular days should be considered;
· Pay-points should be advertised to customers;
· Pay-points should be made identifiable by means of large and visible signage;
· Hours of service should be convenient for customers; they should also be advertised on radios and print media.
6.2. OFFICE FOR MAKING ARRANGEMENTS/QUERIES/REPORTS

· Customers should be informed as to the location where payment arrangements can be made;
· Such a facility of the municipality should be accessible;
· The facility’s hours of service should be convenient to customers;
· The location of the facility and hours of service should be advertised adequately.
6.2.1. Arrangements that could be made, are:

· Arrangement to pay through stop order facility;

· Arrangement to pay through debit order;

· Arrangement to pay arrears through installments over a fixed period;

· Arrangement to pay the current account on a particular date (where such a date come after the due date)

Arrangement on payment of arrears and payment of current account after due date without incurring interest charges can only be entered into under exceptional circumstances. Failure to honor arrangements entered into will subject one to the normal credit control procedures.

6.3. COMPLAINTS BOX/REGISTER

· Customers should be informed about the location of the complaints box/register;

· The complaints box/register should be accessible to customers;

· Customers should be encouraged to use their language of choice when submitting complaints.

6.4. INFORMATION REQUIRED FROM CUSTOMERS/CONSUMERS

Customers and Ratepayers should be encouraged to provide the council with information on:

· Dysfunctional/faulty municipal equipment;

· Damaged pylons, electricity cables, water pipes, etc;

· Abuse of municipal property;

· Illegal utilization of municipality services;

· Illegal reconnection of water and electricity.

The municipality should assure customers (whistle blowers) protection in the case where illegal activity has been reported.

7. RESPONSE TIME TO QUERIES/REQUESTS/REPORTS

The municipality should commit itself to responding promptly to queries, request and reporting matters referred to above. 

	ISSUE
	RESPONSE TIME

	Connection of new application for electricity
	Not later than 24 hours

	Connection of new application for water
	Not later than 24 hours

	Reconnection (after service disconnected due to non payment)
	Not later than 24 hours

	Report on burst water pipe
	Not later than 24 hours

	Electricity Supply Failure
	Not later than 24 hours

	Query on Account
	Immediately

	Report on illegal consumption
	Immediately

	Report of abuse of municipal property
	Immediately


8. KEY POSSIBLE FEEDBACK ISSUES ON SERVICES

	ISSUE
	ASPECT
	MECHANISM
	FREQUENCY

	Quality of Service
	1. Timeless

2. Reliability

3. Tripping (Electricity)

4. Prompt Repairs

5. Taste (Water)
	1. Complaints Register

2. Complaints Book

3. Visit by Monitors
	Monthly

	Quantity
	1. Quantity supplied

2. Level of Service
	1. Complaints Register

2. Complaints Book

3. Visit by Monitors


	Monthly

	Costing
	1. Price per Unit
2. Price for Monthly Consumption
	1. Complaints Register
2. Complaints Book

3. Visit by Monitors


	Monthly


9. READING OF METRES, BILLING AND ACCOUNTS

· Meters should be read regularly and accurately;

· Those reading meters should display courtesy and humility;

· Billing should be done regularly;

· Account should be delivered on a specified date to customers;

· Accounts should be in plain language and reflect information that will be meaningful to the customers;

· Accounts should reflect the correct name and other particulars of the customer.

10. POWER OUTAGE AND OTHER SERVICE DISRUPTIONS

· Customers should be warned three days in advance if a service disruption is to occur due to repair/restoration/upgrading;

· Customers should be informed as to when the service will be restored;

· Customers should receive explanation if there is an unanticipated service disruption and when the service will be restored.

11. TERMINATION OF SERVICE DUE TO DEFAULT ON PAYMENT
· Customers should be given 7 days notice before a service is terminated;

· An explanation should be provided as to why a service is being terminated;

· The customer should be informed as to what he/she should do in order for the service to be restored;

· The customer should be made aware that the household will be monitored during the termination period;
· The customer should be warned as to what can happen to him/her, the service should be illegally reconnected.

12. MAINTAINING REGULAR COMMUNICATION AND CONSULTING WITH CUSTOMERS

Regular communication with customers is intended to achieve the following:

· Inform the customer

· Consult the customer

· Advice the customer

· Assist the customer

· Receive feedback for the customer

There are various forms of communications that could be used to release the above:

· Municipal bulletin

· Pamphlets

· Posters

· Newspapers

· Radio

· Public meetings

· Ward meetings

· Council meets with the people

· Letter

· Personal contact

With all of the above methods is should be ensured that communication is clear and plain language is used. The municipality should annually inform the customer and rate payers about the costs of the services, the reasons for the cost structure, what the money will be utilized for and the impact of non-payment.
Consultation could also take various forms and there are:

· Surveys

· Questionnaires

· Interviews

· Suggestion box

· Public meeting

· Ward meetings

Consultations can provide the municipality with feedback on the level and quality services. It is also necessary for the municipality to consult customers when there are changes to tariffs and service levels.

13. MONITORING CUSTOMER CARE POLICY

A monitoring mechanism is indispensable for the effective implementation of Customer Care Policy. The objectives of such monitoring should be:

· to ascertain whether the policy is being implemented
· to measure the effectiveness of customer care policy
· to receive feedback on customer care policy
· to improve customer care policy
· to be in a position to report on the four above.
Management should receive a monthly report on the implementation and effectiveness of customer care policy. The policy should be reviewed and improved on a six monthly basis.

UBUNTU MUNICIPALITY

SUPPLY CHAIN MANAGEMENT POLICY

1. INTRODUCTION

Supply chain management is an integral part of financial management and can be described as a systematic approach that ensures that goods and services are delivered to the right place, in the right quantity, with the right quality, at the right cost and at the right time. Supply chain management commences with demand management when, at the strategic planning phase to determine the objectives to be achieved by a municipality, the required goods and services are identified and budgeted for. Following on the demand management is acquisitioning management, at which stage a strategy is determined on how to approach the market, bids are evaluated and recommendations are made. Logistics management and disposal management from the latter parts of this integrated system.

The Municipal Finance Management Act, Act 56 of 2003, requires the introduction of supply chain management in every municipality. The express provisions on supply chain management relate to the implementation of policies within the prescribed framework that must be fair, equitable, transparent, competitive and cost-effective. The framework covers a range of matters from tender procedures and quotations to auctions and other types of competitive bidding processes. It also deals with screening processes and compulsory disclosure of conflict of interest and bars councilors from serving on tender of bidding processes.

2. LEGISLATIVE BACKGROUND

2.1. Approach to Procurement

2.1.1. Section 217 of the Constitution of the Republic of South Africa, Act 108 of 1996, deals with procurement within state institutions in the country. The Constitution stipulates, in Section 217(1) that, when an organ of state in the national, provincial or local sphere of government, or any other institution identified in national legislation, contracts for goods and services, it must do so in accordance with a system that is fair, equitable, transparent, competitive and cost-effective.

2.1.2. However, Section 217(2) of the Constitution indicates that the provision of Section 217(1), as stated above, does not prevent organs of state or institutions referred to above from implementing a procurement policy providing for-

(a) categories of preference in the allocation of contracts; and

(b) the protection or advancement of persons, or categories of persons, disadvantaged by unfair discrimination.

2.1.3. Section 217(3) of the Constitution notes that national legislation must be enacted to prescribe a framework within which the policy provided for in Section 217(2) may be implemented. The framework referred to in Section 217(3) of the 
