EASTERN CAPE : EMALAHLENI LOCAL MUNICIPALITY (EC138) - Schedule of Service Delivery Standards Table XX

Description
Standard Service Level
Salid Waste Removal
Premise hased removal (Residential Frequency) Weekly
Premise based removal (Business Frequency) Himes & week
Bulk Removal {Frequency) On request
Ruomoval Bags provided{YesMo) Ho
Garden refuse removal Included {Yes/No) Yos
Slreet Cleaning Frequency in CBD Daiy
Streat Cleaning Frequency in areas excluding CRD Onoa aweek
How soon are public areas cleaned alter events (24hours/48heursfengery 24hs
Clearing of illegal dumping (24hours/48hoursilengar) Weekly
Recycling of environmemally friendly practices{YesNo) Yo
Licenced landfili site{Yes/Ne) Yas
Water Serviee
Watler Quality rating (Blie/Green/Brown/ND drop) Distiict Funation
Is free water avallable to 2ll? {Allfanly to 1he indigent consumars) Datrict Funzton
Frequancy of meter raading? {per month, pe: vear) Datict Furction
Are esll ot Iculaled on actual fon cver (twe month'sfthree month'sAenger petiod) Dishict Function
On average for how long does the municipality use estimates before reveriing back to aciual readings? (menths) Dilrt Funclion
Duration (hours) before availabliily of water Is restored in cases of service Inferruption (tomplete the sub questions) Ditrist Function
One service connection allected (number of hours) District Funclion:
Up to 5 service connection affected {number of hours) DElrict Function:
Up te 20 service connection affected (number of hours) Ditriet Function
Feeder pipe larger than 300mm (number of hours) Distriet Function
What is the average minimum waler low in your municipality? District Funclion
Do you practice any environmental or scarce sesource prolection aclivites os part of your cperations? (Yes/No) Distrizt Function
How long does it take 1o replace faulty water melers? (days} Ditrict Function
Do you have a cathodic protection system in place that is operational at this stage? (YesfNo) District Function
Electricity Service
What is your electricity availability percentage on average per menth? 91%
Do your municipality have a ripple control in place that is operational? (YesMo} Ho
How much do you estimate is the ¢ost saving in utilizing the 1ipple cantrol system? Hene
What is the frequency of meters being read? {permonlth, per year) Gn monthly basis
Are asti d ion d at consumption aver {two month'sAhree month'sdonger period) Langar pericd
On avarage for how lang does the munisipality use eslimates before reverting back to actual readings? {months) 3 Months
Duration before availability of electricity is restored in cases of breakages {(immediatelyfone dayitwe daysflenger) 1 day
Are accounts normally czleulzted on actual readings? {Yesing) Yas
D you practice any envi al of scarce protecti iviies as part of your cperations? (Yes/Na) No
How long does it Llake ta replace faulty melers? {days) 4w
Do you have a plan to preventillegal clions and p) ion of electricity theft? {Yes/No) Ho
How effective is the action plan in curbing Iine josses? (Good/Bad) Bad
How soon does the munisipality ptovide a g ion toa upon a written request? (days) A weok minimum
How long does the municipaliy takes to provide electricity service whete existing infrastructure can be used? (working days) Aweek
How long does the municipality takes to provide electricity service for low vollage users whete network exiension is rol requited? {werking days) Aweak
‘How long dees the municipality takes to provide elestricity setvice for high voltage users whate network extension is nol required? {working days) 3 days
Sewerage Service
Are your purification system effective enough to put water back iz to the system after purification? Ditizt Functon
To what extend do you subsidize your indigent consumers? Dishict Funclion
How long does it take lo restore sewerage breakeges on average
Sevare ovedlow? {hours) Dilrict Funclion
Sewer blocked pipes: Large pipes? (Hours) District Functian
Sewer blocked pipes: Small pipes? (Hours) Ditriet Funcon
Spilage clean-up? (howrs) Dristeict Function
Replacement of manhole covers? (Hours) Districl Function
Read [nfrastructure Services

Time taken lo repair a single pothols on & major road? (Hours)

Time taken to repalr a single pothole on & minor road? (Hours)

Time taken fo repair a road fellowing an open trench service crossing? {Hours)
Time taken to repalr walkways? (Hours}

Property valuations
How lang does it take on average from completion to the firsl account being issued? (ene montyilhree months or langer)
Co you have any special rating properties? (Yes/No)

Financlat Managerment
Is there any change In the situation of ised and wastefu! diture over time? {Decreaseiinciease)

Are the financial stalement outscurces? (Yes/No)

Are there Council adopted business process tstuciuing the flow and managemet of dacumentation feeding to Trial Balaince?

Haw long does it take for an TaxAnvoice to be paidirom the date It has been teceived?

is there advance planning from SCM unit linking all departmental plans quetery and annualy including for the next twe to three years procurement plans?

Adrainistration
Reaclion time on enquities and requests?
Time to respond to a verbal customer enquiry or request? {working days)

2 howrs to repaira 025 m3 (1mximxd 35m) pothole
45 minutes 1o repair 0.25m3 pothole

48 howrs to repaira 8m3 (Brax{Imxim}

2hows 1o repair a paved wakway

One month

Decreass
He

Yes

30 Days
Yes 1 yeat procurement plan

Within 24 hours

Instany or within 24 hours




Time 1o respond 1o a wrilten customer enqury or request? (working days)

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

What percentage of calls are nol answered? {5%.,10% of more)

How lung does it take te respond o voice maik? (hours)

Does the municipality have controt over locked enquiries? {YesiNo)

Is there a reduction in the number of complaints of not? {YesiNo)

Howrlong does In take to open an account 10 a new customer? (1 day! 2 days! a week or longer}

How many times does SCM Unit, CFC's Unit and Technical unit 511 te review and resolve SCM process detays other than normat menlhly management meatings?

Cx ity safety and [ ing services

How long does it 1ake to register a vehicle? {minutes)
How long does it 1ake to renew a vehicle kcense? (minutes)

How long does It 1ake te issue a dupii registration i vehicle? {mi )

How [ong does it 1ake to de-register a vehicle? (minutes)

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

What is the average reaction time of the fire service to an incidem? {minutes)

What is the average reaclion time of the ambulance service 1o an incident in the wban area? {minutes)
What is the average reaclion ime of the ambulance service {o an incident in the rural area? (minutes)

Economic development
Haw many economic development prajects does the municipality Sive?

Howr many I p

p are deemed 1o be catalylic in creating &n enabling envi tte unlock key ic growth projects?
What percentage of the projects have crealed sustainable job security?

Does the municipality have any incentive plans in place to cieate an conducive environment far econemic development? (Yes/MNo}

Other Service delivery and communication

is ainformation package handed to the new customer? (YesiNo)

Does the municipality have training or information sessions to infarm the community? (¥ es/No)
Aré customers tested in a professional and humanly manner? (YasiNo)
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