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6.12 
AMENDMENTS TO THE CUSTOMER CARE, CREDIT CONTROL AND DEBT 
COLLECTION POLICY AND THE INDIGENT POLICY  
 
S Reyneke-Naude Director : Finance 
21 July 2023 (028) 313 8040 

 
1. Executive Summary 

 
The purpose of the item is to approve amendments to the Customer Care, 
Credit Control and Debt Collection Policy and to the Indigent Policy.  

 
The budget related policies were reviewed this year, tabled with the budget 
for 2023/2024 and presented to Council for approval on 31 May 2023, with 
implementation date for these policies on 1 July 2023, in order to conform to 
the Local Government: Municipal Finance Management Act, 2003 (Act 56 of 
2003). 

 
Further minor amendments to the policy are now recommended in this report, 
which can be regarded as further enhancements. 

 
2. Service Delivery and Budget Implementation Plan - IGNITE 

 
Directorate: Finance 
Department: Finance 

 
3. Compliance with Strategic Priorities 

 
Provision of democratic, accountable and ethical governance 
Provision and maintenance of municipal services 

 
4. Delegated Authority 

 
None 

 
5. Legal Requirements 

 
Local Government: Municipal Finance Management Act, 2003 (Act 56 of 
2003) (MFMA) 
Local Government: Municipal Systems Act, 2000 (Act 32 of 2000) 

 
6. Background/Discussion/Evaluation/Conclusion 

 
As from 1 July 2022, all new applicants for indigent benefits had to submit a 
formal application on the prescribed application form and accompanied by the 
required documentation, as part of a process to phase out the automatic 
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allocation of indigent benefits to beneficiaries, solely based on the value of a 
property (auto allocation).  

Previous changes to the policy also facilitated the phasing out of existing auto 
allocation indigent subsidy recipients during 2022/2023. This was required to 
ensure that the Indigent Register only contains beneficiaries who followed the 
formal application process, and who qualified in terms of the requirements of 
the Policy.  

Before-mentioned phasing out process was necessary to address the audit 
finding of the Auditor-General regarding the validity/correctness of indigents 
on the Indigent Register. The formal recommendation to the municipality was 
that  “Management should further implement controls to ensure that, at least 
annually, the status of the indigent household are confirmed to still meet the 
requirements as per the indigent policy.” 

 
There is however still a gap to address in the Customer Care, Credit Control 
and Debt Collection Policy, for persons who wish to apply for subsidy. The 
following serves as examples of this - where the owner is deceased, or where 
the owner's residential address is unknown to the occupier, or where the 
property was purchased without legal transfer of the property. This resulted in 
a challenge for the permanent resident of a property, who cannot apply for 
indigent subsidy benefits, although the resident might be a needy person. 

 
Additional amendments to the Customer Care, Credit Control and Debt 
Collection Policy, and the Indigent Policy are thus recommended. 

 
Please note the following format of amendments recommended -  

 
[         ] Words in bold in square brackets indicate omissions from existing 
enactments 
 
Words underlined with a solid line indicate insertions in existing enactments. 

 
CUSTOMER CARE, CREDIT CONTROL AND DEBT COLLECTION 
POLICY 

 
6.12 Deceased Estates/Abandoned Properties 

 
6.6.1 In the case of a deceased property owner, the authorised 

person(s) of the family members may give permission with the 
submission of an affidavit to identify the responsible occupier of the 
property, to be responsible for the payment of the municipal 
account on the property. This occupier may apply for indigent 
subsidy. [The account will stay in the name of the registered 
owner but will be the responsibility of the authorised occupier, 
regardless of the outcome of any indigent application].  A 
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tennant account will be opened and property rates will also be 
levied on the tenants account. 

6.6.2 If the owner has passed away or abandoned the property and 
another person who resides on the property, applies for indigent 
subsidy, but has no contact with the registered owner and/or the 
family members, the applicant must submit an affidavit that he/she 
takes responsibility for the municipal account and a tenants 
account will be opened. 

 
INDIGENT POLICY 

 
1. DEFINITIONS 

 

“Income” Income is the gross sum of all monthly income from all 
sources, including wages, salaries, profits, dividends, 
pensions, backyard dweller rentals and other rentals, board & 
lodging, interest received, grants or investment income and 
other forms of earnings received [by every person residing 
on the property] by the applicant(s), including income 
received by spouses/life partners. In the instance where a 
spouse/life partner is no longer part of the household, the 
applicant must submit an affidavit to declare that (i) the 
spouse/life partner is on a permanent basis no longer part of 
the household; and (ii) the relationship with the spouse/life 
partner was ended. 
Child Support Government grants and other Government 
Support grants will not be added as a financial contribution 
towards the household income. Particulars of any 
Government Support grants received by any member of the 
household must be declared in the affidavit. 

 
7. Financial Implications 

 
In accordance with policy implementation. 

 
8. Staff Implications 

 
N/A 

 
9. Comments from other Departments, Divisions and Administrations 

 
None 

 
10. Annexures 

 
Annexure A: Overstrand Municipality: Indigent Policy 
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Annexure B: Overstrand Municipality: Customer Care, Credit Control and 
Debt Collection Policy 

 
RECOMMENDATION TO THE COUNCIL: 
  
that the amended Customer Care, Credit Control and Debt Collection Policy and 
the amended Indigent Policy be approved and implemented retrospectively with 
effect from July 2023. 

 
 
RESPONSIBLE OFFICIAL :  S REYNEKE-NAUDE 
   E HOONEBERG 
 
TARGET DATE FOR IMPLEMENTATION : 4 AUGUST 2023  
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