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1. Executive Summary 

 
The purpose of this report is to recommend an amendment to the Customer 
Care, Credit Control and Debt Collection Policy. 

 
2. Service Delivery and Budget Implementation Plan - IGNITE 

 
Directorate: Finance 
Department: Revenue 

 
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) 
Customer Care, Credit Control & Debt Collection Policy (the Policy) 

 
6. Background/Discussion/Evaluation/Conclusion 

 
According to the Customer Care, Credit Control and Debt Collection Policy, 
consumers may apply only once every 30 months for a rebate on excessive 
water usage caused by a leakage. It is important to note that a water leakage 
can place an astronomical burden on a consumer, amounting in some 
instances more than R100 000. 
 
AMENDMENT OF CUSOMER CARE, CREDIT CONTROL AND DEBT 
COLLECTION POLICY 

 
Paragraph 6.8.1. (c) of the Customer Care, Credit Control and Debt Collection 
Policy reads as follows: 
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“(c) A customer will qualify for a Water Leakage Discount upon application on 
the prescribed form within 60 days after the leak has been repaired, which 
application will only be regarded as a valid application if complete 
information and documentation as prescribed is received and:- 

 
(i) ….. 
(ii) …. 
(iii) the customer applied only once in a cycle of 30 months for a discount; 

and 
(iv) ....” 

 
Before-mentioned restriction of a 30 month period does not resolve the 
recurrence of water leaks and the spillage from Council’s perspective also, nor 
the implication and consequences for the consumer.  In these instances, 
prevention will be much better than cure, the preferred approach thus to 
encourage consumers to convert to a so called flow restriction meter, capable 
of limiting the monthly water usage to a pro-active nominated maximum level.   

 
It will be beneficial to the consumer and the municipality in this instance, to offer 
the further discounted tariff as currently approved by Council, now for a second 
incident in a cycle of 30 months as well, on condition that a meter capable of 
limiting the monthly consumption and subsequent risk of excessive water loss, 
(as the meter automatically shuts off if the limit is reached) be installed at the 
cost of the consumer. 

 
It is therefore recommended that Council amend the Policy retrospectively 
from 1 July 2020, in adding the following to paragraph 6.8.1. (c(iii) of the 
Customer Care, Credit Control and Debt Collection Policy, to read as 
follows: 

 
6.8.1. (c(iii) of the Customer Care, Credit Control and Debt Collection Policy, to 
read as follows: 

 
“(iii) the customer applied only once in a cycle of 30 months for a discount 
and, in the instance were a customer experiences a second leak within the 30 
months period, the customer may apply on the same conditions as for a first 
leak in 30 months on the prescribed form within 60 days after the leak has been 
repaired, which application will only be regarded as a valid application on 
condition that the customer installs a flow restrictor meter at cost of the 
customer.” 

 
7. Financial Implications 

 
The approved rebate tariff will be applicable with regard to second leaks as 
well, when in compliance with relevant conditions. 

 

35



AGENDA OF THE MAYORAL COMMITTEE MEETING 30 SEPTEMBER 2020 

 
 

8. Staff Implications 
 

N/A 
 

9. Comments from other Departments, Divisions and Administrations 
 

None 
 

10. Annexures 
 

Annexure A:  Customer Care, Credit Control and Debt Collection Policy 
 

RECOMMENDATION TO THE COUNCIL: 
  
that the Customer Care, Credit Control and Debt Collection Policy be amended 
retrospectively from 1 July 2020 by adding the following to paragraph 6.8.1. (c(iii) of 
the Customer Care, Credit Control and Debt Collection Policy, to read as follows: 
 
(iii) the customer applied only once in a cycle of 30 months for a discount and, in 

the instance were a customer experiences a second leak within the 30 months 
period, the customer may apply on the same conditions as for a first leak in 30 
months on the prescribed form within 60 days after the leak has been repaired, 
which application will only be regarded as a valid application on condition that 
the customer installs a flow restrictor meter at cost of the customer. In the 
instance were a customer experience a second leak within the 30 months 
period as mentioned in above, the customer may apply on the prescribed form 
within 60 days after the leak has been repaired, which application will only be 
regarded as a valid application if the customer is prepared to convert to a flow 
restrictor meter at cost of the customer. 

 
 
RESPONSIBLE OFFICIAL :  E HOONEBERG 
 
TARGET DATE FOR IMPLEMENTATION : 30 SEPTEMBER 2020 

36



37



38



39



40



41



42



43



44



45



46



47



48



49



50



51



52



53



54



55



56



57



58



59



60


	Item to Council  - Customer Services, Credit Control & Debt Collection Policy_04092020.pdf (p.1-3)
	Annexure Customer Care Policy.pdf (p.4-27)

