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Description
Standard Service Level
Solld Waste Removal
Pramise based removal (Resldential Frequency) 7078
Premise based removal (Business Frequency} 2
Bulk Removal {Frequency} Waeldy
1Removal Bags provided(Yes/No) Yes
refuse (YesMo) Yes
Sirest Cleaning Frequency in CBD Daily
Sirest Cleaning Frequency in areas excluding CED Waekly
How saan are public areas cleaned after avents {24hoursMBhoursilonger) 24 hours
Clearing of ilegal dumping (24hours/43haursienger) 7deys
yeling of y friendly practicas(ves/No) Yos
Licenced landfill ste{Yes/No) Yes
Water Servica
Water Guality rating {Blue/Green/SrownND drop} NIA
I free water available to all? {(Alienly to the Indigent consumers} WA
[Frequency of moter reading? (per month, par year NiA
Are estimated consumption calculated on actual consumption over {two month'sthree manth'silonger period) NIA
On average for how leng does the municipality use estimates before reverting back to actuat readings? {months) NA
Puration (hours} before avallabllity of water Is restored In casas of S8ivice pition (complate the sub g 8}
One service cannection affected (number of hoursy WA
Up ta 5 service connection affectad (number of haurs) NA
Up to 20 servica connection affected (number of haurs) NA
Feeder pipe larger than 800mm {number of hours) NIA
What is the average minimum water flow in your munleipality? A
Do you praclice any environmental or scarte resource pratection activities as part of your operations? (Yes/No} NIA
How long does it take to replace faulty water meters? (days) NiA
Do you have a cathodic protectlon system in place that is operational at this stage? (Yes/No} NA&
Eileciricity Service
'What is your avaitablity p ge on ge per menth? 05%
Da your municipality have a ripple conteal in place that |s operational? (Yes/No) no
How much do yau estimate is the cost saving in ulilizing the ripple contrel system? NA
What |s the frequency of meters being read? {per month, per year) 1fmenth
Are estimated consumption caltulated at consumption over (twa menth'sihree month'sfonger peried) 1 month -
On average for how fong thoes the munlcipalily use estimales before ravorting back ta actual readings? (months} 1 month
Duration before avalfabllity of electsicity is restored in cases of breakages (i iately/one dayitwo days/ ] immodialsly
Ara accounts notmally calculated on actual readings? {Yasino) Yer
Do you practice any of §Earce pratection activities as part of your operations? (YesiNo) you
Haw long does it take to replace faulty meters? (days) 4hrs
Do yeu have a plan to prevent fllegal connaciions and prevention of electricity theft? {YesiNo) yos
How effective Is the action plan in curbing line lossas? (Goocd/Bad) Good
How soon does the municipallty provide a quotation to 8 cuslomer upon a written request? {days} 30 Days
Haw long does 1he munlcipality takes to provids electricity service where existing infrastructure can be used? (working days) 5days
How long does the municlpality takes to provide slectricity service for low vollage users where network extension Is not required? {warking days) 5 days
How long does the municipality takes to provide alectricity service for high voltage users where network extension I3 not required? {working days) WA *
Sewerage Service . ’
Ars your purification cystam eRectiva encugh to put watar back In to the &ystem after purification? NA
To what extand do you subsidizs your Indigent consumers? NA
How long does it take to restore Ige breakages on IV
Severe avarflow? (hours) NA
Sewar blocked pipes: Large pipes? (Hours) NA
Sewer blocked pipes: Smalf pipes? (Hours) NA
Spillage clean-up? (hours) NiA
Replacement of manhole covers? (Hours} NiA
Road Infrastructure Sarvices
Time taken to repalr a single pothole on a major read? {Hours) ohrs
Time taken to repair a single pothole on a minor road? (Hours) Ahrs
Time taken 1t tepair a road following an open iranch service crossing? {Hours) Bhre
Tima taken to repalr walkways? (Hours) hrs
Property valuations
How fong does it take on average from complation 1o the firs! account being issued? (one monthithrea months or lenger) 1 month
Do you have any special rating proparties? (Yes/MNo) Ko
Financtal Management
is there any change in the situation of horised and Ire ovar time? (Decreasefincrease) Detmase
Are the financlal statement oulsources? (Yes/No) No
Are thers Council dopted business process tsnuctuing tha flow and managemet of dotumentation feeting to Trial Balaince? Yos
How jong does it take for an Taxinvoice {o be paid from the date it has been recelved? wilhin 30 days
Is there advance planning from SCM unit linking all departmentas plans Quaterly and annualy including for the next two to three years procurement plans? Yes




Administration
Reactlon time on enquides and requesis?

Time 10 respond to a verbal customer enquiry of request? (working days)

Tima to respond to a written customer enquiry or request? {working days)

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

\What percentage of calls are not answered? (5%,10% or more}

How long dees It take ta respond ta velce mails? (hours})

Does the municipality have control over locked enquines? (Yes/No)

15 there a reduction In the numbar of complalnts or nat? (YesMNo)

How long doss In take to open an account ko & new customer? {1 day’ 2 days/ a week or longer
How many times does SCM Unil, CFO's Unit and Technical unit sh to revlew and resolve SCM process delays oiher than normal monthly management meetings?

G y safety and ng services

Haw long dases It take ta register a vehicla? (minutes)

How long does It take to renew a vehicle license? (minutes)

How long does it take to Issue a duplicate registration cerlificate vehicla? {minuies)

How long does it take 1o de-register a vehicle? (minutes)

How long coes it take to renew a drivers license? (minutes)

VWhat is the average reaction time of the fire service lo an Incldent? {minutes)

What Is the average reaction tima of the ambulance servica to an incldent ir the urban area? (minutas)
What s the avérage reaction time of the ambulance service to an Incident in the rural area? (minutes)

Economic davelopment
How many economic development projects does the municipality drive?

How many acenomic development programma are desmed o be ytic in creating an enabling envi te unlaek key economic growth projecis?
‘What percentage of the projects have created sustainable job secusity?
Does the municipality have any incentive plans in place to create an ive envi for d I ? (Yes/No}

Crther Service dellvery and communication

Is a information package handed o the new customer? (Yes/MNo)

Does the municlpality have irafning or information sessions to inform the community? (YesMo)
Are treated In a profassional and manner? (YesiNo)
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35 minutes
3.7 days
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