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EASTERN CAPE : EMALAHLENI LOCAL MUNICIPALITY (EC136) - Schedule of Service Delivery Standards Table XX

How long does It take 1o replace faulty wate: meters? (days}

Do you have 8 cathadic protection system in place that is cperational at ihis stage? (Yes/No}

Electricity Service

What is your gleciricity avaitability percentage on average per monlh?

Do your municipality have s ripple control in place hat Is cperational? (Yea/No)
How much do you estimate is the cost saving in utilizZing the sipple control system?
What is the frequency of melers being read? {per month, per year)

Are d p lculated at ioh over {twa manth'sfibres month'sfonger period}
On average for how long does the municipality use estimates before revering back ta acluzl readings? (months)
Duration before availabliity of electricily is reslored in cases of breakages ialet dayfiwo daysfionger)

Are accounts normally calculzted on actual readings? (Yes/no)

Do you praclice any environmental of scarce resource prolection activities as part of your aperations? {Yes/No)

How long does It take 1o replace faully melers? {days)

Do you have a plan to prevent iliegal connections and prevention of electricity theft? (Yes/No)

How effective Is the action plan in curbing line losses? (Good/Bad)

How seon does the municipalily provide a quotation te a customer upen a wrilien request? (days)

How lang dees the municipality 1akes to provide electricity service where existing infrastructuze ean be used? (working days)

How feng does the municipality takes to provide elsctricily service for low voltage users where network extension is not required? {working days)
How long does the municipality takes 1o provide electricity service for high voitage users where network exlension is nol required? (working daysy

Sewerage Seqvice
Are your purificailen system effective enough to put waler back in [z the system after purification?
To what extend do you subeldize your indigent censumers?

How long does if take o resicre hreak an

g

Severe overdlow? (hours)

Sewer blocked pipes: Large pipes? (Hours)
Sewer blocked pipes: Smali pipes? {Hours)
Spillage clean-up? fhours)

Replacement of manhole covers? (Hours)

Road Infrastructure Services

Time taken to repair a single pothole on a major read? {Hours)

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

Time {aken to repair a read Tollowing an open trench service crossing? {Hours)
Time taken to sepair watkways? {Hours)

Property vatuations

Hew long does it take op avetage from completion to the first account being Issied? (one month/lhree months or fonger)
Do you heve any special rating properties? (Yes/No)

Financial Management
Is there any change in the situation of unauthorised and wasteful expenditure over time? (O
Are the financial slatement outsources? (Yes/No)

Aie there Council adopied business process tsructuing the flow and managemet of dacumentation feeding to Trial Balalnee?
How long does it take for an TaxAnvelce 1o be paid from the date it has been receivad?

Administration

Reaclicn time on engulries and requests?

Time o respond lo a verbal customer enquiry ar request? (werking days)

|5 there advance planning from SCM unil inking zll deparimental plans quaterly and annualy including for the next two to three years procurement plans?

Dislrict Funclion
Dislriet Funclion

B1%

Ho

HNong

On manthly basis
Longer peniod

3 Montha

1dey

Yes

Ho

4 hrs

Ko

Bad

A week minimum
A week

Awesk

3 days

istrict Funclion
Dislrict Function

Districl Function
District Funclion
District Function
Districl Funclion
[Districl Function

2 houss Lo repeir @ 0.25 m3 {Imx imx0.25m) pothole
45 minutes lo repair 8.25m3 pathele
4B hours lo repair a Bm3 (Bmx{1mx1m)

2Zhours o repeir 2 paved walkway

One menth

Ho

Dacrease

Yes

Yes

20 Days

Yer 1 year procutement plan

‘Within 24 hours
Inetantly or wilhin 24 hours.

Description
Standard Service Level
Solid Waste Removal
Premise based removal (Residenlla! Frequency) Weelly
Premise baged removal {Business Frequency) 3 mas aweek
Bulk Removal {Frequency) On requesl
Removat Bags provided(Yes/iNo) No
Garden tafuse removal Inclided (Yes/No) Yes
Street Cleaning Frequency in CBD Daily \
Street Cleaning Frequency in areas excluding CBD Once 2 week ;
How soon are public areas cleaned after evenls (24hours/48hoursfiangern) 24 hrs
Ciearing of illegal dumping (24h gen Weakly
Recycling ar envir tally friendly practices(Yes/No) Yes
Licenced landil site(Yes/No) Yos
i
Water Service
Water Quality rating (Biue/Green/Brown/NE diop) Ditlrict Function 3
|5 free water avaifable to all? {(Alllonly to the indigent consumers) Disliet Funelien
Frequency of meter reading? (per month, per year} Dislrict Funclion
Are esti cor p I on actual ien over (bwo month'sfthtes month'sfonger peried} Dislyicy Funclien :
On average for how long daes the municipality use estimates bafote revaiting back to actual readings? {months) Distict Function !
Duration {hours) before avaitability of waler is restored in cases of service interruption {complete the sub guestions) Districl Functicn
One service conneclion affacted (number of hours) District Funglion L
Up lo 5 semvice connection affscled {number of houts) District Funclion L
Up ta 20 service connection affected (rumber of hours) District Funclion
Feeder pipe larger than 800mm (number of hours) District Funclion
What is the average minfmum water flow in your municlpality? District Funclion
Do you practice any envizonmentat or scarce resauree protection aclivities as part of your operalions? (Yes/Mo) Distigl Function



Time 1o respond o a written custemer enguiry or request? (working days)
Time 10 1esolve & custoier enqulry of request? (working days)

VWhal percentage of calls are not answered? (6%,10% or more)

How leng does it take 1o respond 1o velce mails? (hours)

Baos the inunltipallly have contiol over locked enyuitiesT (Y psfu)

is there a reduction in the number of complaints or nol? {Yes/Ne)

Hew long does in take to open an account to a new customer? (1 dayf 2 days/ a week or fanger)

Hew many limes does SCM Unit, CFO's Unit and Technical unit sit 1o review and resolve SCM process delays other than netmal monthly management meelings?

Gommunity safety and licensing services

How long does it lake to register a vehicle? (iminutes)

How long does it take to renew a vebicle license? (minules)

How fong does it lake to Issue a duplicale regisiralion certificate wehicle? {minutes)

How long does it take to de-tegister a vehicla? (minules)

How long does it take ta renew 2 drivers license? {minutes)

What is the average feaction time of the fite service o an inddenl? (minutes)

What Is the average reaction time of the ambulance service to an incident in he urban area? {minutes)
What is the average reaction time of the ambulance service te an intident in the rural area? {minules)

Economic development

How many economic development projects does the municipality drive?

How many econcmic development programme are deemed {o be catalylic in crealing an onabling envirenment 1o unlock key economis growth prejects?
What percentage of the projects have created sustainable job securily?

Does the municipality have any incentive plans in place lo create an conduci i for ic developmeni? (Yes/No)

Qther Service delivery and communication

Is ainformatien package handed 1o the new customei? (Yes/No)

Does the municipatity have training ot infermalion sessions to inform the community? (YesfNo)
Are cust trealed in a i and humanly manner? {YesMo)

Within 14 working deys
24 howrs 1o 30 working days

24 howrs
Yes
Yes

1 day

YWeekly or when as iscues we ldentified i

30 min
30 min
30 min
30 min
45 min i
45 min X
15 min H
1 hour

15 projects '
15 projecls

yes

Yes

Yes




