ANNEXURE “K”

SERVICE DELIVERY STANDARDS




Annexure "K"

Western Cape: Cape Winelands District Municipality{DC2) - Schedule of Service Delivery Standards

Description

Standard Servica Level

Solid Wasta Romoval

Framise based remaval (Residentls Fragquency)

Framise based removal {Business Freguency)

Bulk Remaval (Fraquansy}

Ramoval Bags provided(Yos M)

Garden refuse rermoval Inchudad (YesMo)

Streat Cleaning Frequenesy in CED

Street Claaning Frequency in areas excluding CBD

Haow soom are public sreas cleaned after events {2dhoursid8hnursionger)
Clearing of illegal durnping {24hoursid3hoursionger)

Recycling or erviranmantalty frisndly practicesYes/Mo)

Lizencad landfil ske/Yasia) N2 - DISTRICT MUMICIPALITY

Water Servica
Water Cuality rating (Blue!Grosey'Browm'NO drop)
5 frae watar avaiable to ali? (ARonly to the indigent consurners)
Fragquency of meter reading? (per month, per yaar)
Are pstimated corsumption cakulzted on actual consurrgtion aver (two month'sithres mentivs/longer period)
Cn average for how long does the municipality wEe estimates before moerting back to actual readings? (manths)
Duratton (hours) before avallsbility of water is mestored i cases of service interruption (complete the sl guestions)
One sarvice comection affested {rumber of hours)
Up t & sarvica connection affected {rurnber of hours}
U to 20 servico connaction affectsd {rumber of haurs)
Feadar pipe larger than 200mm {rurmber of haurs}
"What B the average minirmom water flow in your mumicpality?
Do you praclice any ervironmmental of SCarce rscurcs protection actwities a5 part of wour operations? [Yesiho)
Haree long does & fake to replace faulty veater meters? (days)
Do you have 2 cathodic protection system in place that is operational al this staga? (YesMe) HA - DISTRICT MUNICIFALITY

Electricity Sarvice

Wrat is your elestrisity availabiity percentage on average per month?.

Do your municipaity have a ipphe control i place that is oparational? (Yes/Mo)

Haw much do you estimate is the cost saving in utilizing ths ripole cortrol system?

What is the fraquency of meters baing read? {per marnth, per year)

Are estimated consunption calcuated st consumption over (ten montisthree month'sfionger period)

O average far kaw kg dees the municlpality uss estimates before revarting Back to actual readings? (manths)

Crration before avallatslity of electricity is rastored in cases of breakages (immediatelyons detwo dayslonger)

Are accounts narmally calculsted on aciusl readngs? (Yes/no)

Do you practics any erviroremental or scrce resourcs protection activiies as part of your operations? [YesiNo)

How long does it take to replace faulty melars? (days)

Do wou have a plan to prevent llegal connestions and prevertion of alesiricity theft? (Yes/MNo)

How effactive i the action plan in curbing ling losses? [Good!Bed)

How s0on does the municipaliy provide a quotation to a customer upan a wrilten requast? (days)

Henw long does e municipality tekes to provide slectricity sarvice whare existing irfrastructure can ba used? (working days}
How long does the murnicipality takes to provide electricily serdice for low voltage wsers where network, exbersion & nat required? (working days)

Hew kong dees the municipslity takes to provide electricity service for high voltage users where netwerk extansion is not required? {working days) Na - DISTRICT MUMICIPALITY

Sewarage Sorvice

Are your purilication eyatem aeffective enough to put watar back in o the system sfter purification?
Towhal extend do wou subsidize your indigant corgumars?

How lamg does il fake fo resfore sewarage breskages on averags

Severe ovarflow? (hours}

Sewer blocked pipes: Large pipes? (Hours)

Sewer blocked pipss: Small pipes? (Hours)

Spitage clean-up? (hours)

Replacarnant of manhole covers? (Hours)

MA - DISTRICT MUMICIPALITY

|Road Infrastruecturs Services
Time takan to repsr & singla pothela ona major road? (Howrs) g HORER DEpEﬂds on the distance from
the workshop
Time takan to apar a single pothela ona minor med? (Hours) 48 Hours - Depenas on the distance from
the workshop
Time taken to repsr a road folowing an cpen trench service crossing? {Howrs) 48 Hours - Depencs on the distance from
the workshop
A T ) 48 Hours - Depends on the distance from
the workshop
|Praparty valuations
Hevs long does i take on avarage from completion to the first aczourt Being issusd? {ore manthithres months or longer)
D you hawe any special rating progerties? (Yas/Mo) M, - DISTRICT MUKICIPALITY
Financial Managemant
Is there ary changa in the situation of unmshodsed and wasteful axsendiure over time? {Decrease/|roreasa) Dacrasn
Are the financia! statament outsources? (YasMo} He
Are there Council adopted business process teructuing e fiow and managemet of documentation feeding to Trial Balgines? ‘fa5
How lorg doss it take for an TasIraice to be paid from the date It has bean recenved? 1430 eberys
I5 there advance planning from SCM unit linking & degartmental plans quaterly and arrualy Including far the nest twe o hree years procuremaent plans? '8z
Administration
Reaction time cn enguiies and requests? 2 wniking days
Time to respond to a verbal customer enquiny or request? fworking diays) 2 werking davs
Time to rezpend to a writhen custamer enquiry or request? (warking days) 2 werking days
Time to resclve & customer enguiry of requast? (warking days) 20 werking days

What percentage of calls are not answerad? (5%, 10% or more)

|41 cals am ansamned

How lorg doss it take to respond to valce mais? (hours)

Him,
Dees the municipality hawe control over locked enquirles? (resio) [He
I5 there & redustion in the number of complaints or ret? (Yes/Ma) Vaz

How lang does in take fo open an account bo a8 new customer? (1 daw 2 davs! 2 week or longer] iR,




Huowe many times doss SOM Unit, CFO's Unit and Technical unit sit to review and resohe SCM process delzys other tran normal menthly management mestings?

Cammunity safety and llcensing sarvicas

Hores long does & take to register a vehicle? (minutes)

e lorrg doas i 1ake 1o renaw & vehlcla livanssT (minutes)

Horer long does | fake to Bsue 3 duplicate registration certificate vehicke? (minutes)

Here Iy does it take b de-ragister a wahicle? (minutes)

Howy lang does it take to reraw & drivers licensa? (minutes)

Whal is the awverage reaction time of the fire sarioe to an incident 7 (minuhes)

What is the avsrage reaction time of the ambutance service to an incidant in the urban area? (minsdas]
Wial is the average reaction time of the ambulance service fo an ncdent inthe rural area? (mingtes)

Economic devalopmant

Haw many econemic development projects doss the municipality deve?

Hew many econcmis development programme are deemed 1o be catalylic in creating an enabling environment to unlack kay economic growth projects?
What percentage of the projects have created sustainatle job seouriny?

Dz b muricipality hive ary incantive plans in place to create an cordusive arvirmnment for acoromic development? (Yoes/Ma)

Qither Service dalivary and communication

Ie & information peckage handed to the e sustomer? (VasMo)

Does the municipafity have training or infermation sessions to inform the community? (resMe)
Arg customars sabed in a professional and humanly manmer? SYesio)

Irfermal reviewing saszions are held 3 delays cour

NA, - DISTRICT MUMICIPALITY
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