

Consumers’ experience of the delivery of water services is not restricted to what level of service they receive, but includes the quality of service rendered. If consumers are satisfied with the quality of service, they are more likely to be prepared to pay for the services they receive. 

On the water supply side, quality of service includes: water quality, service continuity, complaint response time, meter coverage, billing, and access to pay points.  On the sanitation side, quality of service is about the quality of infrastructure provided (basic sanitation) and support for operation and maintenance and also about response times to complaints.

While figures need to be reported for both urban and rural areas, it is accepted that the quality of service in rural areas is unlikely to be the same as in urban areas. However it is important that efforts are made to improve the quality of service in rural areas. The figures to be reported on refer to all categories of user (i.e. household, industrial, commercial and other). 

8.1 Customer Services 


8.1.1 Situation Assessment (Customer Services)

Resources to provide customer service functions

· Complete the following structure:
	
	Resources available to perform function (Yes/ No/ N/A)

	
	Budget
	Bylaws
	Infrastructure
	Personnel

	1. Quality of service for water: urban
	
	
	
	

	2. Quality of service for water: rural
	YES
	YES
	YES
	YES

	3. Attending to complaints for water: urban
	
	
	
	

	4. Attending to complaints for water: rural
	YES
	YES
	YES
	YES

	5. Attending to complaints for sanitation: urban
	
	
	
	

	6. Attending to complaints for sanitation: rural
	YES
	YES
	YES
	YES

	7. Education for basic water services
	NO
	NO
	YES
	YES

	8. Pollution awareness
	NO
	NO
	YES
	NO


Q8.1.1.1
Quality of service for water: urban


Various key areas are used to ensure that an adequate quality of service is delivered as reflected in the table below. 

· Complete the following structure:

	
	Current
	Record: Prior

	
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	9. Total no. of consumers
	4301
	
	
	
	
	

	10. No. of consumers experiencing greater than 7 days interruption in supply per year
	NONE
	
	
	
	
	

	11. No. of consumers receiving flow rate of less than 10 litres per minute 
	0
	
	
	
	
	

	12. Water quality: no chlorination
	0
	
	
	
	
	

	13. Water quality: chlorinated
	4301
	
	
	
	
	

	14. Water quality: full treatment
	0
	
	
	
	
	


8.1.1.2
Quality of service for water: rural

· Complete the following structure:

	
	Current
	Record: Prior

	
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Total no. of consumers
	Unknown
	
	
	
	
	

	2. No. of consumers experiencing greater than 7 days interruption in supply per year
	Unknown
	
	
	
	
	

	3. No. of consumers receiving flow rate of less than 10 litres per minute 
	Unknown
	
	
	
	
	

	4. Water quality: no chlorination
	Unknown
	
	
	
	
	

	5. Water quality: chlorinated
	Unknown
	
	
	
	
	

	6. Water quality: full treatment
	Unknown
	
	
	
	
	


8.1.1.3
Attending to complaints for water: urban

This section measures how effective the municipality or other WSPs are in terms of responding to and addressing complaints related to water provision.

WSAs might question the validity of asking for targets with regard to row (4) below. However, it is important that targets be reported so that there is clear point at which to aim in order to improve the quality of service. 

· Complete the following structure:

	
	Current
	Record: Prior

	
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Total number of consumer units
	4301
	
	
	
	
	

	2. No. Complaints of quality of service per year divided by total number of consumer units
	       98
	
	
	
	
	

	3. Number of queries received within the year
	Unknown
	
	
	
	
	

	4. % Queries responded to within 24 hours
	100%
	
	
	
	
	

	5. Number of major or visible leaks reported within the year
	6
	
	
	
	
	

	6. % Major or visible leaks repaired within 48 hours after being reported.
	100%
	
	
	
	
	


8.1.1.4
Attending to complaints for water: rural

· Complete the following structure:

	
	Current
	Record: Prior

	
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Total number of consumer units
	Unknown
	
	
	
	
	

	2. No. complaints of quality of service per year divided by total number of consumer units
	Unknown
	
	
	
	
	

	3. Number of queries received within the year
	Unknown
	
	
	
	
	

	4. % Queries responded to within 24 hours
	Unknown
	
	
	
	
	

	5. Number of major or visible leaks reported within the year
	Unknown
	
	
	
	
	

	6. % Major or visible leaks repaired within 48 hours after being reported.
	Unknown
	
	
	
	
	


8.1.1.5
Attending to complaints for sanitation: urban


Key areas in terms of attending to sanitation complaints are the times for both responding to and fixing problems associated with sanitation systems. 

· Complete the following structure:

	
	Current
	Record: Prior

	Discharge to treatment works
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Number of queries/ complaints received within the year
	109
	
	
	
	
	

	2. % Queries responded to within 24 hours
	100%
	
	
	
	
	

	3. Number of blockages reported within the year
	56
	
	
	
	
	

	4. % Blockages repaired within 48 hours after being reported
	85,71%
	
	
	
	
	

	5. No. Complaints per year divided by total number of consumer units
	0,025
	
	
	
	
	

	Pit/tank pumping
	
	
	
	
	
	

	6. Number of pits/ tanks
	873
	
	
	
	
	

	7. Number of calls received within the year for emptying 
	5170
	
	
	
	
	

	8. Number of calls received within the year for emergency maintenance to pits/ tanks
	10
	
	
	
	
	


8.1.1.6
Attending to complaints for sanitation: rural

· Complete the following structure:

	
	Current
	Record: Prior

	Discharge to treatment works
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Number of queries/ complaints received within the year
	Unknown
	
	
	
	
	

	2. % Queries responded to within 24 hours
	Unknown
	
	
	
	
	

	3. Number of blockages reported within the year
	Unknown
	
	
	
	
	

	4. % Blockages repaired within 48 hours after being reported
	Unknown
	
	
	
	
	

	5. No. Complaints per year divided by total number of consumer units
	Unknown
	
	
	
	
	

	Pit/tank pumping
	
	
	
	
	
	

	6. Number of pits/ tanks
	Unknown
	
	
	
	
	

	7. % Queries responded to within 24 hours
	Unknown
	
	
	
	
	

	8. % Pits/tanks pumped within 48 hours of being reported
	Unknown
	
	
	
	
	


WSAs are required to report their education activities for basic water services according to the following table.

8.1.1.7 Education for basic water services

· Complete the following structure:

	No. Consumer units to be targeted by:
	Current
	Record: Prior

	
	
	-Yr

 1
	-Yr

 2
	-Yr

 3
	-Yr 

4
	-Yr

 5

	1. Sanitation promotion and health and hygiene awareness
	4098
	YES
	
	
	
	

	2. Water education (including water conservation)
	4098
	
	
	
	
	


Supporting text: explain activities related to:

· Awareness promotion associated with service levels and paying for services.

· Consultation arrangements applied when undertaking new projects

· General community liaison

· Complaints handling

If such programmes cannot reach all consumers within five years, reasons should be stated in the text component that accompanies this table, since water services education is a legal requirement of basic water and sanitation supply.


Educational and awareness programmes:  Basic services must include an education component. Many water and sanitation projects carried out by municipalities have lacked this important aspect in the past and this need to be addressed. “Experience both within the country and internationally has shown that the most successful sanitation initiatives have been those in which emphasis was placed on generating a high level of health and hygiene awareness rather than producing a large number of latrines.  Health and hygiene education and awareness creation not only provides the community with the tool to improve their environment and to change their behaviour, but it also provides the motivation and the understanding for people to prioritise sanitation as a need and hence be able to contribute towards the provision of sanitation facilities to enhance their own lives.” (NASCO, 2000).

Education programmes could include information on:

· Sanitation promotion; 

· Sources of water pollution (e.g. sewage with specific reference to downstream users of rivers and groundwater sources);

· Dangers of people using water from polluted rivers, boreholes or wells; 

· Waterborne diseases;

· Health and hygiene awareness including initiatives to reduce waterborne diseases, such as hand washing;

· The need to conserve water and use it efficiently.

There are a number of different methods in which these messages can be distributed and thought should be given to which groups will be targeted, possible health messages, communication methods, roles of different institutions, time frames, who will carry it out and how skills will be transferred. These methods include:

· Public meetings

· Printed information disseminated (e.g. pamphlets)

· Radio/newspaper slots

· Household visits by health officers
· Number of community Health Workers (CHWs) appointed

· Number of household visits by health officers

· Number of community Health Workers (CHWs) appointed
· A total number of 40 community Health Workers were appointed and trained during the last financial year.

· Number of household visits by health officers

· A total number of 4098 households were visited by community Health Workers during the last financial year do health and hygiene awareness.
8.1.1.1 Pollution awareness

· Complete the following structure:

	1. Does the WSA have a pollution awareness programme?


	
	No

	2. If no, when will such a programme be in place?


	2009


Supporting text: describe pollution awareness programmes as well as any programmes (in place or planned), which deal with:

· Rehabilitation of wetlands

· There are no wetlands in the municipal area.

· Clean-up of rivers
· A Business plan was prepared and submitted to DWAF for funding to clean-up the river in Richmond. 

8.1.2 Future Trends And Goals (Customer Services)

· Provide statistics and comments on the future trends and goals for the following

· Resources to provide the customer services functions and the following:

8.1.2.1 Quality of service for water: urban
· Ubuntu Municipality currently has the resources to provide quality services to urban communities. Information provided by municipal officials indicates that there is no consumers experiencing greater than 7 days interruption in water supply per annum and that there is no consumers receiving a flow rate of less than 10 litres per minute.
8.1.2.2 Quality of service for water: rural
· Ubuntu Municipality is currently not rendering services to rural communities. The municipality however envisaged reaching agreement with farmers to provide the necessary services to farm workers. The municipality will in return consider rebates on taxes to those farmers providing quality services to farm workers.

8.1.2.3 Attending to complaints for water: urban
· Information provided by municipal officials indicates that 98 complaints for quality of services were received from consumers during the last year and that all (100%) complaints were attended to within 24 hours.
· Information provided by municipal officials indicates that 6 major or visible leaks were reported the last year and that all (100%) leaks were repaired within 48 hours.
8.1.2.4 Attending to complaints for water: rural
· Ubuntu Municipality is currently not rendering services to rural communities. 
8.1.2.5 Quality of sanitation service
8.1.2.6 Quality of sanitation infrastructure (rural VIP toilets)
· Ubuntu Municipality is currently not rendering services to rural communities. The municipality is therefore not in a position to comment on the quality of the sanitation (rural VIP toilets). The municipality however envisaged reaching agreement with farmers to provide the necessary services to farm workers. The municipality will in return consider rebates on taxes to those farmers providing quality services to farm workers.

8.1.2.7 Attending to complaints for sanitation: urban
8.1.2.8 Attending to complaints for sanitation: rural
· Ubuntu Municipality is currently not rendering services to rural communities.
8.1.2.9 Education for basic water services
· Ubuntu Municipality do education for basic services as part of our Water Services Capacity Development Plan and will continue to budget and do so in future.
8.1.2.10 Pollution awareness
· Ubuntu Municipality do pollution awareness as part of our Health and Hygiene Awareness Program. The focus is very much on health and hygiene and environmental health.
8.1.2.11 Quality of health and hygiene education and awareness
· Reports received from community health workers indicated that they observed behaviour changes and cleaner houses, toilets and environments after awareness programs, especially during second round visitations.
8.1.3  Strategic Gap Analysis (Customer Services)

· Comment on the evaluation of statistics provided for all elements discussed under Future Trends and Goals.

· Indicate Implementation Problems and Gaps on the specific elements.

8.1.4 Implementation Strategies  (Customer Services)

· For Customer Services discuss the situations assessment and Future trends and goals under the following:

1. Basic Services (includes free basic water and sanitation)
· Ubuntu Municipality do provide basic services and free basic water 
    
and sanitation to indigent households in urban areas. Standards will be 

set and agreements sought with farmers to provide the services 

for farming communities. Those farmers complying with the standards 

will be rewarded via rebates on property rates and taxes.

2. Higher Level, associated services and economic growth
· Ubuntu Municipality only provide waterborne sanitation in urban areas 
and all formal households have onsite water. Ubuntu Municipality 
is dependant on under ground water and the current resources,   cannot 
and will not be able to provide in the current and future water needs of
 the communities, unless drastic measures are introduced 
to conserve water and control demand.
3. Effective water resource management
· Ubuntu Municipality currently does not managed its water resources and 

water demand as effective as it could, but are busy introducing measures
to increase the effectiveness of water resource management.

4. Social and Environmental (health) issues
· Ubuntu Municipality is doing social and environmental health awareness and
will have to increase efforts to obtain desired results.
5. Effective Management
· Ubuntu Municipality are busy introducing measures to effectively manage

  water sources and to ensure sustainability of water services for 
 future generations.






























































































































































































































































































































































































































































































































































































































































