KwaZulu-Natal: Municipality(DC26) - Schedule of Service Delivery Standards Table 2017

Description
Standard Service Level
Solid Wasta Removal
Premise bassd removal (Residential Frequency) NA
Premise based ramavel {Business Frequency) NA
Bulk Removal {Frequency) NA
Removal Bags provided{Yea/Nc) A
rafuse removal Included (YesMNo) NA
Street Cleaning Frequency in CBD N
Strest Cleaning Frequency In arees excluding CBD WA
How soan are public are-s cleanad efter avents (24hours/4Bhours/longer) 'y
Cleating of illegal dumping (24hours/48hoursiionger} WA
Recycling or environmentally friendly practives{Yes/Ne) 'y
Licanced landfitl site Yas/No} NeA
Water Sarvice
'Water Quality refing {Blus/Gresn/Brown/NG drop) 700
|5 fyois water available to all? {Allfonly to the Indigent consumera) Only to Indigent consumers
Frequency of meter reading? (per month, per year) Monthly
Are esti p d en actual over (twa ft monith'sflonger period) Three months
On average for how long does the munich 1sse st before ing back to actust readings? (months} Two Menths
Daration (hours) before avaiiebiilty of wster Is resiored in cases of service {complete the sub fong}
One sarvica connection affected (number of hours} 248
Up to § sarvica connection affected {number of hours) 17hvs
Up to 20 servica connection affected {number of hours) Brs
Feeder pipe larger than 800mm (rumber of hours) ™
Whet is the average minimum water flow in your munlcipality? SOMLD
Do you practice any ef ttal or ecarce P ioh aetivities as part of your operations? (YeaMo) Yes
How fong doea it take to replace faulty water meters? {days) 0 days
Do you have & cathadic protection system in plcce that ks operational at this strge? (Yas/iNe) Yag
Electricity Sarvice
What is your eleciricity avallabllity percentage on average per month? ™
Do your municipality have & ripple controf In place that Is operational? {YesiNo) NA
How much da you estimate is the cost saving in utliizing the ripple control system? N
What is the frequency of meters being read? {per month, per year) N
Ata £timated consumption cafculated at aver (twoe month'sAl month's/longer pericd ) NA
On average for how long does the ity use before ing back to ectual readinga? (months) &
Duration before availability of electriclly is restored in ce3es of break [ dayftwo days/longer) WA
| Are accounts normally calculated on actual readings? (Yes/no) NA
Do you practice any environmental or scarce resource pratection activities s part of your aperailens? (Yee/MNe) NA
How long does it take fo replace faulty metars? (days) WA
Do you have a plan to prevent illegal connections and prevention of electricily theft? (Yes/No) N&
How effective is the action plan in curbing line lasses? (Good/Bad) Nia
How soon doss the municipaliy provide a quotation to & cuslomer upon a written request? (days) N
How lokg doss the muricipality takes te provide eleciricity service where existing infrastructure can be used? (working days) NiA
days) NIA
days) A
Sewerage Servics
Are your purification system effective enough to put water back in to the system after purification? Yas
'To what extend do you suhelize your indigent consumers? 100%
How fong doss ¥ take (o resiore 9 on Io
Sevare overflaw? (hours) Shrs
Sewer blocked pipes: Large pipes? (Hours) Shrs
Sewer blocke! pipes: Small pipes? {Hours) She
Splllage clean-up? {hours) s
Replaczment of manhele covers? (Hours) s
Read Infrastructure Ssrvicss
Time taken to repair a sinple pothole on a majer oad? (Hours} NA
Tlme taken to repair a single pothole on a minor road? (Hours) WA
Time taken to repeair & road following an open trench service crossing? {Hows) Ni&
TIme taken to repalr walkways? {Hours) WA
Property valuations
How long does it take on avarage from completion to the first account being tssued? {one monthfthrea monthe or longer) N
Do you have any special rating properties? (Yes/Na} A
Financlal Management
|s there any change in the eftuation of unauthorised and sre over ime? (D /incresse) Decrease
Are the financial statement outsources? {Yes/No} No
Ars thers Council adopled business process teructuing the flow and managemet of documentation feeding to Trial Balalnce? ™
Payment is dona within 30 days

How long coc s | take for an Tax/Invaice to be paid from the dste it hes been racelved?

procurernent plans?

No




Administration

Reaction fime on enquiries and requests? Bhows

Time o respond to a verbal cusiomar shguiry or regquest? (working dayJ) 3days

‘Time to respend to & witten customer enquiry or raquest? (working days) 5days

Time to resolve a customer enquiry or request? {working days) Bdays

Whet p iage of calls are nol (5%, 10% or more) shrs

How long does it 1ake 1o reapond to voice mails? (haurs) 1 hour

Doas the municipality have controf over locked enquiries? (Yea/No} No

Is there a reduction in the number of eomplaints or not? (Yes/No) yes

How long does In {ake to opan an croount to 8 new customer? {1 day/ 2 days/ a week ar longar) days

[How many fimes doos SCM Unit, CFO'a Unit and Technical unil it to review and resclve SCM process delays ofher than nomnal monihly

Community safety and licansing services

How Jong does It take e register a vehicle? (minutes) NA

How long does it take to renew a vehicle license? (minutes} NiA

How Jong does Ht take to issue a dupiicate rexistration certificate vehicle? {minutsa) WA

How long dosa 1t take to de-fegister a vehicle? {(minutes) NiA

'How long does it take to ronew a drivers licanse? {minutes) NIA

What Is the average reaction time of the fire tarvice to an Incident? {minutes) ™

What is the average reactlen time of the ambulance service to an incident In the urban area’? (minutes) NA

What Is the average reactfon tima of tha ambulance service fo an ingidant in the rwral area? {minutes) NiA

Economic development

How many economic devalopment projects does the municipality drive? 10
jgrowth projects? 5
What percertage of the projects have created sustalnable job ¢acurity? 10%)
Doas the municipality have any incentive plans In place to create an conducive environment for economic devalopment? (Yes/Na) Yes
‘Othar Service delhvery and communication

is a information package handed to the new custamer? (Yes/MNo) Yo

Daes the municipallty have tralning or information sessions to inform the community? {Yea/No) Yes, during roadshows

| Are customers treated in & professional and humanly manner? {Yes/No) Yes
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