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1. INTRODUCTION  

       1.1 VISION  

Amajuba will be a leading and pioneering district characterised by sustainable 

development and quality service. 

 

1.2  MISSION  

Amajuba District Municipality will champion good governance through: 

 Effective public participation 

 Vibrant local economic development 

 Integrated service delivery 

 Intergovernmental relations 

 

Leadership and Strategic Direction  

 Good leadership is the one of the most critical ingredients for successful 

organisations. Organisations who do well in serving their customers can 

demonstrate that they have leaders who lead by example, who set the 

vision, and ensure that the strategy for achieving the vision is owned by all 

properly deployed throughout the organisation. They take an active role in 

the organisation’s success 

 

1.3 COMMITMENT OF ROLEPLAYER 

 Batho Pele -"People First" was conceived with the intention of 

transforming service delivery in the public sector. Good service delivery 

leads to happy customers and employee satisfaction for a job well done.  

 Batho Pele was founded on 8 principles, but since the inception of the 

Awards, two more principles have been added.  

 

Consultation  
 This is about asking our customers what they want and finding out how we can 

best meet their needs. This may be done by questionnaires, or by talking to 

customers. It's important to consult as many of our customers as we can and to 

use the information we receive to help improve our service to them. It's important 

to report back to customers so they know what to expect, and to our staff so they 

know what is expected from us.  
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Service Standards  

 While we should continually try to improve the service we give, it's also about 

how well we promise to deliver our service at any time. If we already know what 

is important to our customers then we can set service standards which must be 

realistic depending on the resources we have. We should also be able to measure 

these standards so that everyone can see if they are being met.  

 

Access  

 Access applies especially to the previously disadvantaged sectors of the 

community and to people with special needs. These needs may include 

access to our department for the physically disabled, or having services 

which are too far away for people to visit. Good staff attitudes and 

addressing customers in their own language makes access easier.  

 

Courtesy  

 Courtesy is not only being polite to customers, but being friendly, helpful 

and treating everyone with dignity and respect. We should write down a 

code of conduct and we should train and assess our staff in customer care. 

Our managers should monitor the relationship between front line staff and 

customers and help staff to give a warm and friendly service to everyone.  

 

Information  

 Information is about reaching all our customers to make sure they are well 

informed about the services our department provides. This may be done in a 

number of ways-for example through newspapers, radio, posters and 

leaflets. It's important to remember that different customers have different 

needs and they do not all speak the same language. We should disseminate 

a Service Commitment Charter to inform customers about the services we 

offer.  

 

 

Openness and Transparency  

 This Batho Pele principle encourages our departments to be open and 

honest about every aspect of our work. We should publish an annual report 

to tell citizens how our resources were used, how much everything cost, 
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including costs for staff, equipment delivery, services and so on. It should 

also include how well our department performed-did we keep our promises-

deliver on time and so on. If we did not meet our standards, we should list 

the reasons and find ways to improve our service. We should hold "open 

days," and invite members of the public to show them how we run our 

business.  

 

Redress  

 Redress is making it easy for people to tell us they are unhappy with our 

service. We should train staff to deal with complaints in a friendly, helpful 

manner. We should apologise and put the problem right as quickly as 

possible. We should tell Customers how and where to complain and we 

should keep a record of all complaints and how we dealt with them. We 

should understand that complaints can help us to improve our service as 

they tell us what our customers want.  

 

Best Value  

 This principle includes giving our customers the best service we can, using 

all our resources. It also means eliminating waste, fraud and corruption and 

finding new ways of improving services at little or no cost. This might 

include us forming partnerships with other service providers and the 

community. If we work efficiently and maximise our skills we will add value 

and produce service excellence to give our customers the best value for 

their money. Innovation and Reward This Batho Pele principle was an 

addition to the original list as a result of many of the participating 

departments innovative and creative ways of "doing things better." 

Innovation can be new ways of providing better service, cutting costs, 

improving conditions, streamlining and generally making changes which tie 

in with the spirit of Batho Pele. It is also about rewarding the staff who "go 

the extra mile" in making it all happen.  
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Customer Impact  

 This is a new principle which has been added in from 2002. It focuses on 

the changes and consequences that result from our implementing Batho 

Pele in our work. It was noticed that some departments had concentrated 

more on some of the principles and had forgotten others. Impact means 

looking at the benefits which we have provided for our customers both 

internal and external -it's how the nine principles link together to show how 

we have improved our overall service delivery. 

 

Innovation and Reward  

 This Batho Pele Principle was an addition to the original list as a result of 

many of the participating departments’ or municipalities innovative and 

creative ways of doing things better.  Innovation can be new ways of 

providing better service, cutting costs, improving conditions, streamlining 

and generally making changes which tie in with the spirit of Batho Pele. It 

is also about rewarding the staff who goes an extra mile in making it all 

happen. 
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2. VALUES AND PRINCIPLES  

 

2.1 PLANS FOR THE FUTURE 2014 - 2019: STRATEGIC OUTCOMES  

 

 

2.2  OUR ORGANISATIONAL VALUES  

 

2.2.1 INTERGRITY 

 

 

 

2.2.2 RESPONSIVENESS  
 

 

2.2.3 ACCOUNTABILITY  

 

 

 

2.2.4 COMMITMENT   
 

 

      2.2.5 EFFECTIVENESS 
 

CUSTOMER FOCUS   

 

2.3  CODE OF CONDUCT   
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3. AMAJUBA MUNICIPALITY SERVICE STANDARDS  

3.1 MAIN DEPARTMENTAL STANDARDS  

MAIN 

DEPARTMENTAL 

STANDARD 

SERVICE STANDARDS 

 

OFFICE OF THE 

MUNICIPAL 

MANAGER 

 communications 

 

 

 

 We aim to deliver an effective and efficient 

communication approach for government 

communication to ensure a healthy and 

sustainable communication system. 
  Communications section is guided by this 

legislative framework: Section 152(1) (e): In setting 

out the objects of local government, it states that 

municipalities must, “encourage the involvement of 

communities and community organizations in 

matters of local government”. 

 Section 160(7): “A municipal council must conduct 

its business in an open manner, and may close its 

sittings, or those of committees, only when it is 

reasonable to do so”. 

 Section 162(3): “Municipal by-laws must be 

accessible to the public”. 

 

PLANNING AND 

DEVELOPMENT 

SERVICES 

  

 Environmental 

management 

 

 

 

 

 

 

 

 

 Air quality- the council has a responsibility to 

issue air emission licences, reporting to 

Provincial Economic Development Tourism and 

Environmental Affairs (EDTA), compliance 

monitoring  

       -Ambient air monitoring. 

                  -Development of Climate Change 

Response       Strategy   and implementation. 

 AIR QUALITY- we strive towards achieving 

75% of air quality compliance, depending on the 

availability of resources like ambient air 
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Local Economic 

Development 

 

 

 

 

 

 

 

Planning and 

Development 

Services 

monitoring, compliance monitoring, human 

resources etc. 

 

Attainment of economic development throughout the 

district through: 

 Enhancement of trade and  industry 

 Expansion of infrastructure 

 Rejuvenation of mining activities 

 Enhancement of SMME’s 

 Agricultural development and diversification 

 

 

 Ensuring that proper planning is implemented 

and sustainable guided by the legislation PDA 

and SPLUMA. 

 Comment on Mining applications and EIA’s 

 Deal with building( all structural) applications 

 Ensuring compliance with permitted land use 

 Adhere to the process as stipulated in these 

acts PDA AND SPLUMA spatial planning land 

use management act 

 

COMMUNITY 

SERVICES 

Municipal Health 

Services 

 

 

 

 

 

Disaster 

Management  

 

 

Prevent disease outbreak, throughout the district 

through  

 Water quality monitoring 

 Food control 

 Waste management. 

 Health surveillance of premises. 

 

 Our function is to save lives, property and 

economy supported by the District Disaster 

Management Plan 
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FINANCIAL 

SERVICES 

 

 

 

 Consumers on the billing system will receive an 

understandable and accurate  bill from the 

municipality 

 Consumers who are in arrears with the 

municipal accounts and have not made 

arrangements with the council will have the 

water supply suspended, restricted or 

disconnected. 

 Customers in arrears will be personally 

contacted telephonically and electronically to 

encourage payment. 

 The municipality will strive to get 80% 

collection rate 

ENGINEERING AND 

TECHNICAL 

SERVICES 

Water and sanitation 

 

 

 

 

 

 There shall be 52% of uninterrupted water 

supply (190 days) per year. 

 There shall be not less than 175 days water 

interruption within a year. 

 Interrupted water supply shall be restored 

within 72 hours(subjected to availability of 

spares) 

 Provide you as our customers with safe 

drinking water. 

 

3.2 OPERATIONAL SERVICE STANDARDS  

3.2.1 WATER AND SANITATION  

New connections 90 working days from the date of payment 

 

Meter replacement 30 working days from the date of query receipt 

 

Requested disconnections 7 working days 
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Reconnections 72 hours from the date of payment 

 

Unplanned interruptions Restoration after 36 hours and an alternative supply is 

called after 48 hours 

 

Planned interruptions 3 days’ notice prior to the shutdown and alternative 

supply will be available after 8 hours.  

 Designated delivery point will be identified 

at 200 m radius and for the elderly 

citizens; the distance is shorter e. g at the 

household gates.  

Poor water quality 72 hours and it might be longer for water that is not 

produced by the council 

Smell A week (7 working days) following lab analysis 

outcome 

Burst pipe Will be attended to within 4 hours and repaired within 

48 hours from the time of discovery or from the time 

reported. 

Leaks Will be dealt with in 24 hours 

 < 150 mm pipelines job will be completed within 6 

hours 

 ≥150mm pipelines, job will be completed within 

24 hours 

Backfill or road re-

instatement 

Backfilling will be done within 3 days after the repairs 

have been completed. 

Spillages or blockages will be done within 72 hours from the time of discovery 

or report 

Vacuum tanker emptying 

request 

will be done within 72 hours from the time of receiving 

payment 

Sewer collapse or pumping 

main failure 

minimise nuisance within 24 hours and restore pipeline 

within 5 days 

Production down time maximum 3 days 
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Process down time maximum 2 days 

 

Power failure 6 hours to respond to the query from ESKOM 

Pump failure will be attended to in 3 hours from the time of report or 

being discovered 

Electrical panel faults 

 

should be attended to within 24 hours 

Mini substation 

 

will be attended within 24 hours from discovery 

 

 

3.2.2 BILLING & METER READING  

Request for copy of 

bill 

If the system is fully functional, it will take 5 minutes, 

if it’s viewed on the screen for calling customers it 

takes 2 minutes. 

 

Customer querying bill Feedback will be given within seven (7) days after the 

query has been received from the contact centre. And 

it no longer appears on the Contact centre system. 

 

Application for 

indigent support 

will be finalised within 15 days 

Meter reading our meters are read on monthly basis 

 

Billing Customers will receive printed bills monthly by post 

only. 

 

Creditors management We pay our creditors within 30 days but due to 

financial constraints the municipality cannot achieve 

this standard, a recovery plan has been formulated 

and its implementation is in progress. 
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Procuring of goods 

and services on behalf 

of the municipality 

To be guided by the Supply Chain Management 

 policies at all times when procuring goods or services 

on behalf of the municipality 

 

 

3.2.3 ENVIRONMENTAL MANAGEMENT SERVICES  

AEL (Air Emission 

License) 

They are issued after 60 days as per legislation 

 

Certificate and 

permits 

Applications are made in an online system called 

South African Atmospheric Emission 

which acknowledges the receipt of an application in 7 

days, processing of the application takes 60 days 

Licencing and 

Inventory Portal 

(SAALIP) 

 

3.2.4 LOCAL ECONOMIC DEVELOPMENT  

Applications for 

agricultural and rural 

development activities 

Acknowledgement is done telephonically and the 

whole processing takes about 20 working days 

Recommendations and the administration process 

where selection of projects from IDP the GETS 

Implemented on the next financial year.  

 

 

3.2.5 PLANNING AND DEVELOPMENT  

All applications take 90 days as per legislation and some takes longer, if there 

was non-compliance with the process. 

 

 

3.2.4 MUNICIPAL HEALTH 

If a complaint reaches the 

office 

it’s acknowledge within 24 hrs 

 

Water quality monitoring Samples are taken quarterly to address water 

quality challenges. The turnaround time is 7 

working days. 

Food control Is implementing on food stuff, cosmetics and 

disinfectants act which controls all aspect of 
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food and distribution. Which is controlling the 

labelling of food from production (milk), 

manufacturing (industrial) and distribution? 

Waste Management Affects all aspects, domestic, industrial, provide 

advisory role 

Health surveillance of 

premises 

For complaints, immediate response for 

inspection/ investigation and depending on the 

nature of the complaint, resolving varies from 

minute to longer periods. 

 

3.2.5 DISASTER MANAGEMENT CENTRE 

The section operates guided by the Disaster Management Act, No 57 of 2002 and 

Disaster Management Amendment ACT of 2019.  

Operationally guided by the Policy Framework for Disaster Management. 

We form part of the District Advisory Forum which is a consultative session 

where stakeholders have more, Disaster Management practioners forum 

 

 

 

 

3.3 GENERIC CUSTOMER CARE SERVICE STANDARDS  

3.3.1 LANGUAGE  

 In all communication, Amajuba District Municipality will respect the 

equality of status of all official languages (relevant to the district) as 

established by the Constitution of our country. The municipality will adhere 

to all legal requirements and regulations derived from these statutory 

provisions. The municipality will identify and respect all official language 

requirements that apply when engaging in any communication activities 

stipulated in this policy. The municipality will abide by the Treasury 

Board’s official language policies, which set out various requirements with 

respect to communities. 
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3.3.2 SWITCHBOARD STANDARDS  

 All of our calls will be answered in 5 rings or less 

 All calls, regardless of caller will be answered in a consistent professional 

manner 

 If message is taken, it is the forwarded to the relevant people 

 If the system is down, we take the customers details include contact 

number and we get back to them as soon as the system is up and running. 

 

3.3.3 ONCE THE CALL IS TRANSFERRED; THE FOLLOWING GUIDELINES 

APPLY   

 

 

3.3.4 DEALING WITH DIFFICULT CUSTOMERS  
 We will treat difficult callers with the same respect one would use for any other 

caller  
 We try by all means to understand the root cause of his or anger or 

frustration 

 We will remain calm, kind and respectful at all times towards customers. 

 We warn the customer 3 times that should verbal abuse persist that the 

call will be terminated (Indicate to the caller that the call will be 

terminated if personal abuse persists).  

 

3.3.5 TELEPHONIC ENQUIRIES   

 

 

 

3.3.6 WRITTEN QUERY STANDARDS  

 

 

 

3.3.7 PUNCTUALITY  

 Acknowledgement on queries received will be done as soon as possible 

either by email, post or telephonically. Where a written response is 

required, it will be done after 14 working days after the date received. 
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 The person who lodged the query will be informed should internal 

processes take longer than the stipulated time. 

 

3.3.8 ACCESSIBILITY  

 Assistance on our entire off site offices (depots, Thusong Service Centre, 

Old Monte Vista Casino) will be given to customers in a professional and 

friendly way. 

 Response will be provided in a language that is clear, understandable, 

without the use of jargons or short hand. 

 

3.3.9 CONSISTENCY AND IDENTITY  

 

 

 

 

 

3.3.10 ELECTRONIC COMMUNICATION   

 Emails will be checked and responded to punctually, acknowledgement 

will be sent within 48 hours and response within 7 working days. 

 Auto-reply email is used when an official is away from place of work 

especially on planned unavailability. 

 

3.3.11 PRESENTATIONS  

 At the moment the municipality doesn’t have a standard uniform template 

for presentations.  

 

4. COMPLAINTS PROCEDURE  

 

 

A suggestion box t is used by the public to communicate with the municipality 

4.1 WHERE TO LOG IN YOUR COMPLAINT?  

 Your complaints could be logged in these following ways VIZ:  

             Telephone: 034 329 7200 

              Email: infor@amajuba.gov.za 
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              Facebook: Amajuba District Municipality official page 

 There is a Public relations office Mr Sbonelo Cebekulu, in the municipal 

managers Department. 

 There is also a suggestion/ complaints box, at the municipal offices in 

Madadeni. 

 

4.2 HOW WILL YOUR COMPLAINT BE HANDLED?  

 One of the officials from the public relations section will acknowledge 

receipt of your complaint in writing, telephonically or via email within 48 

hours of receipt.  

 And for response, each case will be treated on its own merit as some 

cases might require urgent response and some might require 

investigations, A maximum of 14 working days will be assigned to 

responding to complaints 

 A Public Relations Office/ Batho Pele Officer will contact you after 14 

working days to verify the outcome 

 

4.3WHAT IF YOU ARE STILL NOT SATISFIED WITH THE OUTCOMES?  

 Should you not be satisfied, with the, manner in which your complaint was 

handled you may contact the office of the MM, quoting the name of the 

official who assisted you, date and summary of the complaint. 

 You are requested to advise the office of the Municipal Manager 

telephonically of your intention to come to the office. 

 Acknowledgement will be done within 24hours in writing or telephonically. 

 The Municipal Manager or his representative commits to resolving the 

dissatisfaction within 7 working days. 

 Should you not be satisfied with the way the Municipal Manager handled 

your dissatisfaction, you are then allowed to contact the Presidential 

hotline. 

 

5. HOW TO CONTACT US  

 Telephone: 034 329 7200 

 Email: info@amajuba.gov.za 

 Facebook: Amajuba district municipality official page 
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 There is also a suggestion/ complaints box 

 There is also a Public Relations office Mr Sbonelo Cebekhulu, 

 

5.1 IMPORTANT CONTACT DETAILS:  

5.2 SATELLITE OFFICES:  

 Thusong Service Centre,  

 Old Monte Vista Casino,  

 Dannhauser Local Municipality Depot in Dannhauser, 

 Utrecht Water Treatment Works in Utrecht 

 

5.3 MAIN OFFICES:  

Amajuba District Municipality Building  

B9356, Madadeni,  

Section 2,    

2951 

 

 

 

 

 

 
For all your water and sanitation complaints and queries, contact the call center  

5.4 AMAJUBA CALL CENTRE CONTACT DETAILS: 

TEL: 0860 AMAJUBA  

TEL: 0860 262 582 

SMS: 32981 

EMAIL: contact@amajuba.gov.za 

 

 

CONTACT DETAILS FOR VARIOUS DEPARTMENTS AND SERVICES  

DEPARTMENT SERVICE CONTACT PERSON 
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Engineering 

Services 

Water Conservation and 

Water Demand 

Management (WCWDM) 

Mr. Mthembeni Jiyane 

034 329 7236 

Mthandenij@amajuba.gov.za 

Project Management 

Unit 

 Mr. Sphamandla Mabizela 

034 329 7235 

siphamandlam@amajuba.gov.za 

Water Services 

Maintenance 

Mr. Simo Mbuthuma 

034 329 7238 

simom@amajuba.gov.za 

Contact Centre Ms. Lindo  Majola 

0860 262 582 

lindomm@amajuba.gov.za 

Reticulation 

superintendents 

 Mr. Sphamandla Buthelezi 

Utrecht- 071 470 7970 

siphamandlab@amajuba.gov.za 

 

Mr. Richard Fourie  

Dannhauser-072 570 3032 

Richardf@amajuba.gov.za 

Corporate 

Services 

Human Resources 

Management 

Ms. Jabulile Masuku 

034 329 72 

jabulilem@amajuba.gov.za 

Municipal 

Manager 

Public Relations Mr. Sbonelo Cebekulu 

034 329 7 

siboneloc@amajuba.gov.za 

 

Financial Services   Billing and Revenue 

Collection 

Mr. Glen Petza 

034 329 34 

glenp@amajuba.gov.za 

Planning and 

Development 

Services 

Local Economic 

Development 

  

 

Mr. Shlangu Ngobese 

034 329 72 

sihlangun@amajuba.gov.za 
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Travel and Tourism 

 

 

 

Ms.  Buyi Shange 

034 329 7 

buyis@amajuba.gov.za 

 

Mr. Simphiwe Nzuza  

034 329 72 

simphiwen@amajuba.gov.za 

 

Ms. Nothile Mthimkhulu 

034329 72 

nothilem@amajuba.gov.za 

 

Ms. Nadia Kadanyo 

034 329 7288 

nadiak@amajuba.gov.za 

 Planning Services  
 

 

 

Environmental 

Management 
 

 

Integrated Development 

Planning (IDP) 

Community 

Services  

Municipal Health  

 

 

 

Mr. Bhekani Mhlungu 

034 329 7 

bhekanim@amajuba.gov.za 

 

Mr. Otty Tshabalala 

034 329 72 

ottyt@amajuba.gov.za 

Disaster Management 
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