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This repor is presented as follows:

Section 2: Red tape reduction process in Overstrand Municipality.
Section 3: Red tape reduction process in Cape Agulhas Municipality
Seclion 4: Two case studies of municipal red tape reduclion initiatives underway.
Section 5: Final project conclusions and recommendations
Annexures containing the workshop repors including detailed red tape reduction action
plans for each municipality
o Annexure 1. Ovarstrand Municipality.
o Annaxure 2: Cape Agulhas Municipality.
o Annexure 3; Two case studies of municipal red tape reduction initiatives.
o Annexure 4: Overview red tape reduction article “Managing lllegal land-uses in
the Cape Agulhas Municipality™

Regarding the "As |s" and "To Be” process maps for each municipality, the following should be

noted:

Cape Agulhas Municipality: The action plan to address lllegal land-uses shows thal there
is no existing standardised "As I1s” process and thatl "To Be" process steps identified do
not invoive a standardised process which is amenable to process mapping, Instead, the
“To Be” actions wentified comprise a wide range of aclions that different stakeholders
need o take in order to pul in place a holistic plan o address the issue by diferent role-
playars. The action plan to improve the municipal complaints process involves a
slandardised complaints process and therefore “As Is” and "To Be’ process maps have
been included.

Overstrand Municipality. For the building plan approval process, the “As 18" process was
presanted by the municipality and the workshop discussion focused on idenfifying “To
Be” improvements to this process. The second issue, invelving identification and access
to tand for agricultural purposes does not involve a standardised process issue. The
municipality has conducted a study which found that there is no available municipal land
for agricultural purposes, As a result, the action plan identified other actions thal could
enhance access to land for agricultural purposes. This action plan did not involve a
slandardised process and therefore it was possible 1o develop “To Be” process maps,
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Owverstrand Municipality

1.5 Intreduction

This section presenis results from the red tape reduction process in Overstrand Municipality,
The seclion is divided as follows

= Process followed,

+* Red tape business surveys;

= Municipal red tape issues identified,

*  Mumcipal red tape issues promised for the action plen phase; and

«  Municipal red tape reduction action plans including 'As I8 process flows / currant

situation and "To Be' process flows! improvemant plan.

1.6 Process followed

The red tapa reduction pracess cansisted of three workshops namely: red tape launch, red lape
identification and red tape reduction action plan workshops

The red tape launch workshop was attended by the local municipality whilst the identification
and action plan workshops were attended by formal and informal businesses as well as
municipal officials. The Overstrand Municipality took responsibility for inviting formal and
informal businesses to the red tape identification and action plan workshops, Refer lo Annexure
1 for the detailed red tape launch workshop minutes, detalled red tape action plans developad
including attendance shests and workshop discussion notes.

1.7 Red tape business survey
1.71 Introduction

A survey of formal and informal bisinesses was also conducted in Overstrand Municipality. The
purpose of this survey was lo idenlify municipal red tape issues from a business perspective as
well as oblain business proposals regarding sueggestions for improvement for the issues raised.

Two separate sunveys were conducted, one for formal businesses and the other for informal
businesses.

1.7.2  Main findings
A, Informal business:

The infarmal business survey was conducted in three local townships namely;, Zwelinle, Mount
Pleasant and Hawston. The survey was conducted over two days and a 1otal of 36 businesses
ware interviewad face to face

28% of infermal businesses thal participated in the survey were dissatisfied or very dissatisfied
with the current municipal service delivery. On the other hand, 26% were salisfied or very
satisfied with the current municipal service delivery. The major service delivery challanges
affecting businesses as perceived by informal businesses are as follows.

R — S R
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s Cost of electricity; 41% of respondeants.
« Availability of land: 28% of respondents
= Local waste facilities: 24% of respondents.
= Level of safety and security: 24% of respandents.

24% of informal businesses indicaled that local government cullure was a problem affecting
their business in the Local Municipality. The other major Red Tape issues raised by formal
businesses were as follows:

+ Lack of information on Municipal services, 18% of respondents.
« [nability io access relevant municipal officials: 18% of respandenis

B. Formal businesses:

A total of 5189 formal businesses responded {or 2l least completed some of the guestions) and
308 formal businesses compleled the online survey. 53% of formal businesses that participatad
in the survey were satisfied with the curent municipal service delivery (71% were either
satisfied or very satisfied). The major service delivery challenges affecting businesses as
perceived by formal businesses are as follows:

=« Costof electricty: 32% of respondents

*  Pubtic ransport system: 21% of respondents.

= Cost and availabilty of business premises; 15% of respondenis.
=« Costof land: 14% of respondents.

In terms of specific red tape issuss the following percentage of respondents regard these red
lape issues as having a major to very savere negative impact on business operations:

«  Municipal procuremant limeframes including payment: 22% of respondents.
« Advertising andior signage regulations’ syslams: 19% of respondents.

« Municipal supplier database registration issues: 17% of respondents.

« Building plan Approval processes: 15% of respondents.

Furthermore, 41% of informal businesses surveyed indicated that the time taken by the
municipality to respond 1o quenes was unacceptable  In-addition, 35% of informal businesses
indicated thal the provision of businesses to informal irading areas was also unacceptable.

1.7.3 Conclusions recommendations

The main municipal red tape issues raised by the formal businesses surveyed relate lo
municipal procurement lime-frames including payment, adverlising andior signage regulations/
systems (also raised by informal businesses), municipal supplier database registration issues,
and building plan approval processes

Suggestions to reduce red tape include:
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1. Speeding up, simplifying and improving processes for municipal procurement, business
plan approvals, and enforcement of the advertising by-law / reguiations.

2. PuMing in place an effective complaints policy and system (ie. linked to he performance
managemenl system where complaints can be escalaled if no, or a satisfactory,
response s received and where there are consequences for continued poor
performance on the pant of officials responsible for responding to complaints) that
ensures that effective responses are provided to businesses within 7 days.

3. Reviewing (in consultation with the local tourism industry) the unintended negative
impacts of cerain by-laws and regulations every few years (aspecially for old by-laws
and regulations and using a tool and process such as the national government's Socio-
ecanomic Impact Assesament Guidelines (or the Western Cape Government's
Regulatory Impac! Assessmenl Guidelines), and specifically a review of the zoning,
parking and toilel reguiations for small businesses (including accommeodation
businesses) to inform whether these need to be revised to address these unintended
negalive consequences,

4. Swenglhening communication between businesses and the municipality, including

making informalion on all existing by-laws and regulations available in diffarent ways
mchuding for example:

a, Making sure the municipal web sile contains all by-laws as well as a summary of
the main cenditions’ requiremants’ rules contained in sach by law.

b. Warking with local busingss chambers / tourism arganisations etc. and halding
information sessions on key regulations and by-laws o improve business
awarenass and understanding.

c.  Emsuring a municipal newsletter system is in place to communicate regularky with
businesses and ensure there is clear information on by-laws and regulations and
approval processes,

d. Ensuring that the municipality's annual cifizen’ customer salisfaction survey
includes questions dealing with red tape so that red tape trends and issues can
be identified on an annual basis and to inform municipal actions plans to reduce
red tape.

1.8 Red tape reduction problems identified

Two separate red tape identification workshops were conducted in Overstrand Municipality- one
for formal businesses and the other for informal businesses. A total of 12 businesses attended
the formal business workshop and 7 businesses atiended the informal business workshop.

A. Formal businesses

The following issues were identified by the formal businesses as negatively impacting on formal
business in the Overstrand Municipally (in order from highest priorily lo lower priority as
prioritised by the businesses attending the workshop):

T ———————
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2.
3

8.
&

The building plan approval process is taking too long. for example applications for
departure.

The rezoning process is taking too long and there is a lot of paper work.

The municipal accounts payment system s not easy to use. The municipality should
consider migrating from the current manual 1o an onfine system,

. The cost of parking is oo high. The payment for parking is inconsislent. Some parking

spaces require parking fees whilst others do not. There ks also no policy or by-law
related to parking.

. The municipality is not giving feedback on tlime o businesses on servica daelivery issues

that have been raised with, or complaints that have been submitted o, the municipality,
The public transport system needs to be improved.

The municipality should simplify public consultation and cemmunication processes. In
addition, the municipality should improve information dissemination to all businesses.
There are problems with sigriage process lor businesses.

Long term tenders should be awarded. Also, the municipality s not moniloring
businesses that are awarded tenders.

10, There are too many regulations which cost businesses a lot of money lo comply with.
11. The process of acquiring business space should be made easier with no discrimination

B. Informal businesses

The following issues were identified by the informal businesses as negalively impacting on thair
business in the Owerstrand Municipality (in order from highest priorty to lower priorty as
pricritised by the businesses attending the workshop):

1

The procedures to identify municipal land and buildings, as well as the municipality’s
poticies and procedures for the sale of land or Jeasing of buildings need to be clarified
An important example and nkage relates to the identification of and access to land for
agriculiural purpases. The municipality has not given feedback to informal businesses in
over 2 years with regard to land available for agricutture. The DT1 and Department of
Agriculfure have expressed interest in funding agrculture bul i is difficult fo get land
fram the municipality.

There is no proper feedback given to businesses on lenders submitted- especially those
that are unsuccessful. Businesses need feedback on unsuccessful bids so that they
learn and improve their future bid submissions.

The municipality is not providing cleaning and security senices on small business
premases (for example the Taxi Rank in Hawston),

There are small businesses that are renting municipal business premises but they are
not fully oparating from, ar ulilising, these premiges. This means thal olher businesses
cannol use them The municipality should regularly monitor the use of business
premisas and terminate lease conltracis or re-allocate these premises (o new businesses
if there is no compliance with lease confracts regarding usage.

1.9 Red tape reduction issues prioritised

The following twa priority municipal red tape issues were agreed by workshop participants to be
taken forward to the next phase of action plan workshops:
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+ Formal Businesses: The improvement of the buiiding plan approval process.
«  |nformal Businesses: The procedures to identify municipal land and buildings for
agricuttural use, as well as the municipality's policies and procedures for the sale of land
or leasing of buildings, need lo be clarified.

1.10 Red tape reduction action plan

Two separate red lape action plan workshops were conducted in Overstrand Municipality, ona
for formal businesses and the other for informal businesses.

This section presents two action plans based on the two prontised issues in the previous
section, The section stars with the formal business action plan followed by the informal
business action plan

1.10.1 Formal businesses red tape reduction action plan

1.10.1.1 Nature of the problem

Provincial depariments are delaying the properly development process by not complying with
legistated time-frames for providing comments on development applications for  large
developments (for eg. reiail centre developments, multiple residential units, golf course
developmanis)?

1.10.1.2 'As 15" and proposed To Be' process
‘As s’ process: Building plan application process

1. A developer approaches the Town Planner fo get advice for & pre-scresning session for
their proposal for a development

2. A developer prepares the appiication based on the advice from the Town Flanner. The
municipality gives the developer the application forms.

3. A developer submits the final application to the Town Planner. The Town Planning
Department sends a notification of receipt to the applicant.

4. The Town Planner and other municipal depariments have 14 days lo evaluale fhe
application to sea if there are any issues fo be corrected

5. I there is a problem. the Town Planner asks the developer to revise the plan, The
developer is given thirty days 1o revise application,

6. If the application has no issues fo be corrected, the Town Planner adverises the
development in the media. The advertisement runs for thirty days.

7 It has nol been possible 10 investigate this matter in detail in (his red tape process as the decision-
making roke of Provincial Government is rapidly evolving Planning legislation s currently undergoing
varous changes at both al nalional leyvel (with the Spatial Planming and Land Use Management Act
(18:2013); Dralt regulations published on 10th Cctober 2014 for comment) and Provincially (with
reguiations neading o be promulgated to give effect to the Western Cape Land Use Planning Act, 2014
{Mo. 31 as promulgated on Aprl Tth 2014). There is a general deceniralisation process of planning
decision-making powers moving downwards from the Provincial to the municipal level
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The application is sent to relevant provincial depariments for comment. This usually
lakes five weeks, However, provincial department delay and can take up lo three
months.

The Town Planner receives comments from stakeholders,

When objections are received the applicant has an apportunity to respond, The applicant
can make any one of the following responses: a) Address the issue raised b) The issues
raised is no important including supporting documents. ¢) Madify the plan according to
the issue raised

Council meets once a manth to approve building plan application. The developer has o
walf for that maonth long period, The Council can either deny ar approve the application
If the application is approved, it may be subject o certain conditions.

Town Planning sends Council feedback lo the applicanl and objeclors. Council can
approve o not approve with some comments recommendations.

‘Proposed ‘To Be' Building plan application process (with new proposed changes
highlighted in bold):

q

w

Developer spproaches the Town Planner to get advice for a pre-screening session for
their proposal for a development. The advice provided includes information on the
Bulk Infrastructure Contribution Levy which contains levy guidelines for different
types of bulk infrastructure contributions, Town Planning also advises which
municipal official to contact to obtain further clarity on BICLE if relevant! needed.

The developer prepares the application based on the advice from the Town Planner, The
municipality gives the developer the application forms and instructions (o complete them.

. The developer submits the final application to the Town Planner. The Town Planning

Department send a notification of receipt o the applicant

. The Town Planner and other municipal departments have 14 days to evaiuate the

application o see if there are any issues 1o be comected.

It there is @ problem, the municipality asks the developer 1o revise plan. The developer is
given thirty days to revise application.

If the application has no issues to be corecled, the Town Planner advertises the
developmenl in the media Thea advertisemeant runs for thiny days

The application is sent to relevant provincial departments for comment. This uswally
takes five weeks Prowvince prepares a contact list of officials to contact for follow
up on comments. Provinelal Government Depariment of Environmental Affairs
and Development Planning develops service sfandards and Standard Operating
Procedures for its key decisions impacting on the property development process
{fo ensure that the time-frames for Provincial Government decisfons do nol
exceed the maximum time-frames as stipulated in relevant legislation).

The Town Planner receives comments from stakeholders.

When objections are received the applicant has an opporiunity o respond, The applicant
can make any one of the following responses: a) Address the issue raised b) The issues
raised 5 no important including supporting documents. ) Modify the plan according to
the issue raised.
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10. Council meets once a month to approve building plan application. The developer has o
wait for that month keng period. The Council can either approve the applicalion or give &
comment which means the application s unsupporied
11. Town Planning sends Council feedback to the applicant and objectors. Council can
approve or ncl approve with some commenisfrecommendations.
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Other Improvement Actions Identified to Reduce Red Tape:

1. Impraving Communication between businesses involved in the development process
and the municipality regarding regulations and new developmants:

« The municipality should develop a plan to use formal communication channels or
struclures between business bodies and the municipality. Ideally this s pad of a
Municipal Communication policy and Strategy which needs lo be developed (by
corporate or stralegic senvices).

+ The municipality should proactively identify any red tape issues rather than wailing for
them to be reperled by businesses

s pApparently, Overstrand Municipal Management hias given a directive o et up structures
for formal engagemenl between the municipality and business,

» The municipality has a list called the Building Control Confractors List which contains
registerad businesses in construction. This list is often used when the municipality wants
to communicate lo businezses in this sector. Businesses that are not on this kst must
contact Bullding Control in order fo be added 1o the list. However, businesses suggested
that the municipality should publish more information articles in the newspaper so that
local businesses are informed on the current discussions within the building sector
including - any new legislation. The municipality should slsc consider using the
Overstrand Builders Association and the construclion talk show on radio lo raise
awareness on any new legistation affecting businesses in the construction secior

Maticnal Heritage Resources Act No. 25 of 1990 (NHRA)

The municipality suggested that the Western Cape Province should consider assisting the
municipality 1o set up a local office in the municipality, This local office would make the
assessment of Henlage developments much quicker. In addition, the WCG needs o develop a
submission fo natonal government proposing certain delegations of powers 1o municipalities to
improve the efficient implementation of the NHRA. This proposal could include cerain
threshobds for the types of assessments which can be conducted locally by the municipalty
This delegation of heritage assessment powers will reguire an amendment of the Mational
MHRA, WCGE DEDAT may need to work with the Department of Cultural Affairs and Sport
(DCAS] on this submission.

Provincial department delays

» Tha municipality suggested that the Westem Cape Govemment Depariment of
Environmental Affairs and Development (DEADP) should monitor the time-frames in
which its different deparments respond fo applications from the local municipalities, In
addition, tha Provincial Govemnment should develop service standards for all ils
depariments which handle application approvals so thal they can mondor if the
depariments are giving feedback in time

+« The municipality suggested thal the Provincial Government should clarify the core
functions of the DEADP

« The DEADP should consider developing a contact database for officials to be contacted
in case of the need to get provincial approvals.
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1.10.1.3 Way forward: Process champion, Task team, final presentations to municipal
committees

The Provincial Department of Economic Development and Tourism will need to work closaly

with the CEADP to take forward a number of inftiatives including:

a) DEADP to complle a guide containing contact details of officials in the department
responsible for managing/ taking wvarious kinds of decisions the DEADF is
respongible for in terms of legislation

b) DEAPD should develop service standards and refined “To Be' process maps for
various comments required as part of tha property development process.

gl The DEDAT neads to work with the DCAS o design a consulfation process to obtain
stakeholder inputs (including from municipaliies in the Western Cape as well as the
private sector involved in the property development process) develop a position
paper on proposed amendments to the National Hertage Resources Act No. 25 of
1598,

1.10.2 Informal businesses red tape reduction action plan

1.10.2.1 Nature of the problem

There is poor communication between informal traders and the municipality around issues of
leasing municipal stalls and the markel square. The Operations Maragement Committes has
not been funclioning. The municipal official responsible for managing the markel does nol
appear o be visible.

There is poor communication between farming cooperatives and the municipality around issues
of availability of land for agriculiure and options available to address this issue where the
municipality can play a support/ facilitation role.

1.10.2.2 *As Is’ and proposed ‘To Be' process

‘As s’ process:

Availability of land for local farmers

Local farming cooperatives have been trying to access land from the municipality for agriculture
and livestock production for the past two years but they have not been successful The
municipality told the famers that there was no land available for agriculture and livestock
production. The unavallability of land was also confimed by a study conducted by the
mumnicipality

Renting of municipal properties

The informal traders renting municipal stalis are concemed with the rew municipal policy which
stipulates that they have to bid for their stalls after the leases expire. Furthermore, the informal
businesses are concermned about the one year leases that are cumenily being offered by the
municipalty. The Informal businesses indicated that these short leases make it difficult for tham
to plan ahead as they will not be sure whether they will have their stalls in the coming year
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Owerall, the informal traders do nel understand why they have to tender for their stalls
Businesses feel that the municipality should consider the fact that the market is generating
income for the town and is a major tourism attraction. The municipality cannot ignore the value
that is being brought by the current traders, breaking up the market could kill the attraction and
economic benefit by allowing businesses to Wrade that do not have the necessary skills,
knowledge and expenence and which may not necessarily be sustainable

‘To Be' process:

Leasing agricultural land to farming cooperatives

The municipality should identify spatially where the cooperatives would like to lease land so that
they have the righl information for negotiation processes with private land owners in ferms of
which farmers can be approached for further discussion. One municipal official indicated that
the municipality had already starled a process to engage the privale land owners o try and
arganise leasing of land to cooperatives.

The municipality to set up a meeting with the cooperative present at the workshop and retevant
private secter farmers in the area the cooperative wanis fo lease land Key issues to be
discussed between the municipality and relevan! privale seclor farmers is whether they are
prepared (o lease fand to cooperative for livestock purposes for at least a five year penod,
whether ihey are prepared to offer a below-market affordable rental, and what special conditions
need to be in place to govern the lease relationship (and which many need to form pard of the
lease agreement).

Operations Management Committee: Improving communication between informal traders
and the municipality

The informal businessas suggested thal the municipality should resuscitate the Operations
Management Commilies 1o improve communication between businesses and the municipality
The municipality shoukd consider revising the role, purpose, represenfalion and secretariat
support funclioning of this committes so that all key issues related to leases, maintenance,
marketing etc. can be included in the agenda. A proposal was made that LED Department
coordinate this Committes

Leasing of Municipal Premises/ Properties in General:

The Froperty Depariment to instruct the municipal IT Depariment lo add an email address on
the municipai website which businesses can use when they have quenes related to leasing of
municipal properties. In addition, basic instructions on what information the public should submit
to the municipality regarding the avallability of municipal buildings to be used for business
purpcses should be included on the municipal website.

1.10.2.3 Way forward: Process champion, Task team, final presentations to municipal
committees

The municipal LED Department should lead the revival of the Operations Mansgement

Committee. The municipal LED Department should faciitale the nagotiation process betwean
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local farmers and cooperalives to negotiate entering into five year leases belween copperatives
and local farmers

The Town Planning Deparment should support the negotiations for leasing farms 1o local
cooperalives from private farmers  The Property Managermen! Deparimen! needs lo support
the functioning of the Operations Managemenl Committee as well as ensure that improved
informaltion is available to the public on the processes to be followed when applying for the
lease of municipa! properties
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Cape Agulhas Municipality

1.11 Introduction

This section presents resulls from the red lape reduction process in Cape Aguihas Municipality.
The seclion is divided as follows

s Process followed,

+  Red tape business surveys,

=« Municipal red tape issues identified;

+  Municipal red lape issues prioritised for the action plan phase; and

« Municipal red tape reduction action plans including ‘As s’ process flows / current

situation and To Be' process flows! improvement plan

1.12 Process followed

The red tape reduction process in Cape Agulhas consisted of three rounds of workshops
namely: red tape launch, red tape identification and red tape reduction action plan warkshops.
Furtharmore, a red tape formal business survey was conducted. The results of these workshops
and survey are presented In the sections balow

1.13 Formal business red tape online survey
1.131  Introduction

The purpose of this onlne survey was to identify the municipality red tape issues and any
suggestions for improvement for the issues raised. The target paricipants for this survey wera
afl formal businesses who had had some interaction with the Cape Agulhas Municipality (i.e the
businesses may or may not have a permanen! physical presence in the Caps Agulhas
municipal area as some may be suppliers to the municipality based oulside of the area)

Each business was sent an email and sms with the web fink to the survey and they had ten
days to complete the survey. Overall, the survey was sent to 170 formal businesses. A total of
72 formal business responded o the survey, Of these, 33 completed 100% of the survey
questions.

1.13.2  Main findings

In terms of municipal service delivery and red tape issues having a negative impact on
businesses, 28% of formal businesses indicated that the high cost of electricity was affecting
functioning of their businesses. In terms of specific red tape issues the following perceniage of
respondents regard these red tape issues as having a major o very severe negative impact on
business operations were:
= Local land development regulalions including zoning and/ land use; 17% of respondents.
«  Building plan approval processes 17% of respondents,

The major service delivery chalienges affecting businesses as perceived by formal businesses
are as follows
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= Public fransport system: 17% of respondents
+ Local road infrastructure: 17% or respondents,
= Cost of waste removal: 17% of respondents.

17% of businesses surveyed indicated that the time taken by the municipality lo approve
building plans was unacceptable

1.13.3 Conclusion

The main red tape issues raised by the formal businesses surveyed relate to local land
developmant regulations including zoning and land use and building plan approval processes.

Business suggesiions o reduce red tape include reviewing parking space regulations, relaxing
signage resirictions, improving the time taken to complete municipal procedures e.g. building
plan approval processes, and improving the availability of information on key regulations and
relevant officials (e.g. via the website, community radio stations etc.).

1.14 Red tape reduction problems identified

Formal businesses:

The lollowing issues were dentified by formal businesses as negatively impacting on their
business in Cape Agulhas Municipality (in order from highest priority to lower priority as
prioritised by the businesses attending the workshop):

« The municipal officials are not always avaiiable when they are needed. The municipality
doesn't have a complaint policy, or standardised time-frame lo respond to different types
of complaints, or @ complaints escalation procass to ensure that responses o complaints
are monitored.

s The mumcipality's letters to dlegal businesses regarding illegal land uses (and the bast
way for businesses to respond to and deal with these lettersj and the inconsistent
enforcement and lack of pro-active enforcement approach by the municipality 1o illegal
fand-uses. This links o the need for the municipalily o maintain an Improved GIS
system and database of land-use | zoning information, including a record of where
businesses are located

+  The municipality needs to improve communication and record keeping including land-
use and zoning information on what businesses are operating where and have been
granied licences and municipal approval to operate or not,

»  The municipality requires unnecessary technical details to approve building plans for an
abattoir These plans are apparently always drawn up by engineers and not architects
and the municipality is insisting that plans are drawn up by an architect. Furthermore, no
abattoir plans in South Africa have been drawn up by archilects. As a result, this initiative
may not go ahead resulting in the loss of necded job creation and municipal revenue.

+ There iz allegedly an incomect municipal interpretation of the National Environmenl
Management Air Quality Act 39 of 2004 where the municipality interprets the acl
differently from the National and Provincial government. This impact on the EIA process
by causing & lot of delays which costs a lot of money for businesses involved in planning
a bic-gas facility for the area. In-addition the delays alse affect job creation and
municipal revenue

+ The approval of building plans is taking too long including for example “vir store op
plaaga”,

« The process of getting a building plan approval is very long.
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+  The environmeantal impact studies are very expansive for emerging businesses (however
new amendments lo the EIA regulations reduce the costs for cerdain types of Elas),
«  The municipalty needs 1o communicate their fulure plans to businesses in a language
that is well understood by businesses and also using email (e.g. a newsletter).
« There is a need to identify kand far future development in Struisbaai
«  Adverlising by-law. there is a need 1o enforce these and ensure all businesses follow the
same regulalions and the regulations need to be easily available! accessible (a.g
websie and from the relevant officials)

1.15 Red tape reduction issues prioritized

The fellowing red tape action plan issues were prioritized by formal businesses during the red

tape identification workshop:

1. Availability of oiciats and = policy and system to subimil complaints and escatale complainis
and monidor responses to complainis

2 Inconsistent enforcement and lack of pro-active enforcement approach by the municipafity of
egal land-uses

1.16 Red tape reduction action plan

Two separate red tape action plan workshops were conducted in Cape Aguhas Municipality.

This section présents the two action plans based on the two prioritized issues in the previous

section.

1.16.1 Reducing Red Tape Action Plan 1: Reducing illegal land use and illegal
business operations

1.16.1.1 Nature of the problem

There are concems about the municipality’s inconsistent enforcement and lack of pro-active
enforcemant approach to illegal land-uses. This links to the need for the municipality 1o maintain
an improved GIS system and database of land-use ( zoning information including & record of
where businesses operale. There are some businessas illegally operating in the Cape Agulhas
Municipality. For instance, there are unregistered bed and breakfast businesses operating
without licenses These businesses cannol be graded using the touwrsm accommodation
standards and Ihis increases the risk of poor quality tourism accommeodation being offered
which can negatively impact on tourist experiences and the overall reputation and attractiveness
of the area. The municipality has sent letters o ilegal businesses regarding illegal land uses in
an attempl 1o starl addressing this issue

1.16.1.2 Key actions summarized

The mumcipality should consider creating 2 comprehensive database of all the businesses
operating in the areas. On this database, the municipality should verify businesses which are
iegal and those nol. The muonicipal manager should give approval to having a link on the
website where unregistered businesses are listed. Formal businesses in the arsa should
consider reporting non-compliant business on the Hello Peter website (customer serice
complaint website) as well as to the municipality (for attention: Town Planning Manager)
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1.16.1.3 ‘As Is" and proposed 'To Be' process
This section presenis the current state (‘As !s') and the proposed improved state (To Be') in
relation to reducing the above red lape issues.

‘As |8’ process
A. liegal land-uses and businesses

There is a lack of communication between municipal departmenis regarding illegal operation of
businesses in the area For instance, the eleclricity department may not know thal a cerain
business they are serving is an ilegal business according to the Town Planning Department,
The municipality does not understand the amount of revenue they are losing through
unregistered businesses. This revenue can be about R4,000 per business for land-use
permissicn as well as higher municipal rales and other tariffs (e.g electncity) which are payable
by businesses, The municipality does nol =end a reminder o business whose ltemporary
departure i about to expire, This leaves most business operating ilegally because their
departures will have expired

B. Applications for departures

The application for a departure for rezoning process is taking 100 long. This affects businesses
because they have to wait for up to ten months before they can stan operating. Whether
departure applications are submitted at the beginning or end of the month also impacts on how
long the process will take to gel approval (ideally the process of oblaining a departure should
fake about 3 months). Eslate agents in the area are not informed about land zoning and they
are not informing property buyers on whal they can and canncl do on the purchased premises
and whal processes need to be followed with the mumcipality to obtain the required approvals to
aperate a buginess.

‘To Be' process

The municipality will consider developing & comprebensive dalabase with all the businesses
operating in the area This will assist the municipality lo enforce registration of businesses
especially those in the tourism seclor. Furthermore, the quality of tourism experiences will be
improved and the overall tourism reputation and sustainabilty and growth will improve
Registration also helps the accommodalion businesses to be graded by the grading agency
Tourists take the grading system seriously, therefore a graded accommodation business will
mast likely get more clignts and the tourism expenence will more likely be a positive one where
their expectations are metl and positive tourist experences will enhance the overall reputation
and perception of the area as a tourism destination. This will assist with overall job ereation.

Municipal revenue will grow and be enhanced through both land-use and departure application
fees, as well as correct business rates and service charges being charged to businesses. This
will raise additional revenue for service delvery and infrastructure which can enhance the
overall communily’s development and quality of the business environment.
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1.16.1.4 Way forward: Process champion, Task team, final presentations to municipal
committees

The municipal Town Planning Department (Mr Bartus Hayward), warking in parinership with the
local chamber and Local Tourism Organisation, should champion the process of developing a
compreéhensive busingss dalabase as wall maintaining it

The Municipal manager, Estate Agenis, Cape Agulhas tourlsm organization, LED department
and Finance depardment need to support the proposed red tape reduclion process above. In
addition, the municipality needs to set aside funding for business information update requests
that are going to be used to update the municipal database. The municipal Town Planning
Department staff needs capacity to pro-actively identify and track down illegal businesses.

Reducing Red Tape Action Plan 2: Improving the Municipal Complaints System

1.16.1.5 Nature of the problem

There B no clear process of giving feedback fo clients who submit complaints. When a
compkaint is received, thera is no time rame on when the complaint must be resolved. There is
no single municipal department thal is responsible for adding complaints on the municipal
complaint system (Ignite system). There are no consequences when a departiment does nol
respond to a complaint in tme For mstance there are fwo depariments which lake
approximately a year to respond 1o complaints. When businesses! citizens phone the municipal
reception. they frequently either do nol obtain an answer or have to wail for an answer in excess
of 10 minutes because of the limited lines avanlable

1.16.1.6 Key actions summarized

The municipal stafl awareness of what departments and officials are responsible for what
services needs o be improved (especially receptionists who are often asked to refer people 1o
the refevant official) so that complaints can be refarred to the correct persen who can address
the problem (municipality could consider a 1-2 page municipal official directory page with user
friendly descriptions of main services dealt with by different deparimenis/ branches for use by
receptionisis’ Pas). The municipalty should improve training of municipal officials in customer
cara and how lo use the Ignite syslem to improve the customer feedback. Furthermore, the
municipality should increase public awareness of complaint system and the impordance of
always obisining a reference number once a complaint is submitted so that progress with the
complaint can be monitored! followad up easily, The municipality to use the bulk SMS system to
raise this awareness,

1.16.1.7 'As Is’ and proposed To Be' process
This section presents the cument stale ('As 18") and the proposed improved siate (To Be') in
refation to reducing the above red tape issues.

‘As |8’ process

The public communicates with the municipality through the municipal telephone reception,
Facebook, Twitter. help sms system or a complaint email address. The municipal website has a

e ———————————
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complaint form/ comment form. Each complaint submitted on this form will go directly to the IT
unit which forwards the complaint to the relevant official who handies the issue. As part of the
complaints monitoring process, every week the Municipal Manager sends a complaints
summary report lo managers and every month a similar report is senl to councilors.
Receplionists in the municipal depariments ars responsible for logging in client complainis on
the Ignite system. The Ignite system currently makes provision for the following data fields:
name, address, phone number and urgency of the matter, and status of the complaint resalution
{in progress or resolved).

‘To Be' process

The municipality should consider centralising Client Senvices and complaints in one corporate
unit to help manage and frack client complaints better. The restructuring of § departments. inlo
one single Client Services department is already in progress. The new unit will fall under the
office of the Municipal Manager. The municipality should consider designing a form fo sign off a
complaint that has been received. The municipality should include the complaint reporing in the
managers KPI report which are sent to the council and the director is evaluated on these reports
every G months. If the client is not satisfied with feedback given, they should be given a chance
o speak to the director. All new customer service staff should be frained on the new proposed
ignite system. IT unit should investigate phone call redirecting options and the cost implications.

1.16.1.8 Way forward: Process champion, Task team, final presentations to municipal
committees

The client services manager should champion the process of modifying the complaint system

with the Municipal Manager playing an oversight role.

Directors, managers, Clents service unit and Ignite service provider (lo make modifications to
the ignite system) need to support the proposed compilaint system modification.

The following resources are required:

« 2 Chent Services statf members for the logging complaints and giving feedback to clients,

+ Financial resources to modily the Ignite system (cosl o be delermined and specifications for
required changes o be defined).

« MNew municipal reception phone call redirecting / menu system. IT is currently reviewing
aptions and identifying cost implications.
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Conclusions and Recommendations

1. Recommendations for Overstrand and Cape Agulhas Coast Municipalities:

1.1 Red lape reduction action plans (incl. ‘To Be' Processes) o be presented to Municipal Top
Management Team (Municipal Manager and Directors) with an indication of key decisions
that are needed (and if necessary resource implications] so thal Implementation of the
action plan can continue andior procesad. At this presentation the possibility of each
municipal department identifying a red tape champion, as part of a red tape reduction task
team, to take forward red lape reduction initiatives on an ongoing basis, will be discussed
These red tape champions should assess the list of red tape issues raised by businesses in
both the business survey and the red tape idenification worksheps and develop a proposed
way forward o address these issues and which is submitted to Top Management for
decision

12 The foliowing high level Standard Operating Praclices are recommended for each
municipality given that each action plan contains actions which are unique to each
miunicipality:

121 The Municipal Red Tape Champions lo decide if further refinemenis are needed
Io the action plan (including the “To Be" procass if relevant) and fo convens the
nacessary meetings involving the relevant Departments and officials to discuss
and agree on these refinements.

1.22 If the red fape reduction action plan(s) included am improved “To Be”
standardized’ repeatable process. the red tape champion (in consuliaton with
responsible officials) needs to identify one or more Key Performance Indicators
(KPIs) for that process thal can be used lo monitor and reporl on the fulure
performance of that process. These KPIs need to be incorporated into the
relevant Direclor's performance agreement as well as the Municipality's Service
Delivary Improvement Plan {S0IP) and performance managemen!, monitoring
and reporiing systems. Performance of this process must then be monitored and
reported on as part of the ongoing SDIP and performance review process.

123 The Municipal Red Tape Champions to monitor progress with the implemerntation
of the red tape action plan and to present progress to the municipal Top
Management Team at a date agreed with the Top Management Team

124 The municipality fo use relevant communication channels to communicate the
red tape reduction action plans to local businesses, including local business
chambers and LED Forums (where these exist), Progress with implemeanting
these red tape reduction action plans needs fo be publicly reported so that
businesses are aware of improvements being made This could include the
municipality using local newspapers, the municipal website, and public mestings
amongst other communication channels and opporunities. In addition, the red
tape reduction aclion plan workshops need to be emailed to all business that
participated in the red tape reduction action plan workshop,
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2. Recommendations for WCG: Department of Economic Development and Tourism:

21 The WCG: DEDAT 1o formally communicate in writing the abowve municipal
recommendations to each municipality that participated in the process

2.2 The two municipal red tape case sludies, as well as an overview article for media
communication purposes, to be finalised. WCG: DEDAT to forward each case study lo
the key contact / further information conlacts identified in each case study with a request
le provide any comments (corrections, amendments, additions) on the case study. Once
finalised, the case studies need 1o be made available on the WCG: Red Tape Reduction
Unit's website, The case studies should also be distributed to non-metro municipalities in
the Western Cape for informalion sharing and awareness raising purposes. Ideally a
communication plan should be developed regarding distribuiion and raising awareness
of red tape case sludies,

2.3 The WCG: DEDAT should explore holding an mformation sharing workshop (which could
be parl of an exising meeting structure such as the SALGA Economic Development
Working Group or a District Municipal Managers forum etc.) with refevant municipalities
to share useful red fape reduction approaches being implemented by various
municipalties. Municipalities paricipating in the red tape reduction process should be
invited to make a presentation (using a presentation template which they are provided
with and which has a structure similar to that used in the case study articles).

2.4 Municipalities have reported that the decision-making comment’ approval time-frames of
the Provincial Department of Environmental Affairs and Development Planning (WC
DEADF) for various physical development related issues (these comments do not refer
to Environmental Impact Assessmen! approval processes) somelimes exceeds the lime-
frames provided for in legislation’. This unnecessarly delays development and
negatively impacts on the Western Cape economy. It is wvital that this Depariment
develops Standard Operating Practices and improved “To Be” processes for key
development review and decision-making processes so that maximum tme-frames (as
provided for in legisiation) are not exceeded. DEDAT needs to raise this issue in the
“Provincial Red Tape Warking Group” structure and a process needs o be agreed upon
fo develop "To Be” processes for the Provincial Department of Environmental Affairs and
Development's key decision-making processes directly impacting on municipalifies and
physical development processes in the Province. There may also be a need for DEDAT
o ensure that regulations currently being developed at National andior Provincial level 1o

¥ |t has not been possible to mnvestigate this matter in detail n this red tape process. Planning legisiation
is currently undergeing vanous changes at both al national bevel (with the Spatial Planning ard Land Use
Management Act (16/2013) Draft regulations published on 10th Oclober 2014 for comment) and
Provincially (with regulations needing to be promulgated to give effect to the Western Cape Land Use
Planning Acl. 2014 (No. 3} as promulgated cn Apnl Tth 2014). There 5 a general deceniralisation process
of planning decision-making powers moving downwards from the Provincial to the municipal feval
—_———— —
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