[image: ]
            





           MATATIELE LOCAL MUNICIPALITY
             CUSTOMER INCENTIVE SCHEME POLICY

	POLICY INFORMATION


	DATE OF COUNCIL ADOPTION:

	

	COUNCIL RESOLUTION NUMBER:

	

	POLICY NUMBER: 
	MLM/BTO/P08










MR. LMATIWANE			CLLR. P.M. STUURMAN		CLLR N NGWANYA
MUNICIPAL MANAGER 		                ACTING MAYOR		SPEAKER COUNCIL

_______________________________	___________________________	___________________
DATE					DATE				DATE











































	Authority
	Date

	HOD Approval
	

	MM Approval
	

	Council Approval
	

	Date of next Review
	



	

Approval of Policy

Please note that the implementation of the policy contained in this document is subject to approval and signing off by all relevant Heads and/or Committees, including but not limited to: 
· Municipal Manager; and
· Municipal Council.
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BACKGROUND
Local Government, as with other Government service institutions are normally the target of remarks regarding inefficiency and the lack of will to serve customers effectively. However, we have reached a point where a consumer has become a customer and have customer needs and expectations to be satisfied.

[bookmark: _Toc129327374][bookmark: _Toc189227330][bookmark: _Toc189462217]OBJECTIVE 
The objective of the Municipality is:

To provide a reliable, responsive, competent, accessible, courteous, multi-optional, affordable quality service and to always treat consumers with empathy and under all circumstances.
To define a manageable customer care framework to ensure loyalty and participation of consumers into the objectives of the municipality
To restore and promote the culture of paying for services rendered and used,
To protect Municipal services users who are paying for their services; and 
To encourage those not paying, to do so in the interest of sustainable services delivery. 
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‘Customer Care’ is a comprehensive approach that provides seamless co-ordination between all departments of the Municipality. Promoting awareness amongst employees to become more consumer orientated.  To provide a good, efficient service, communicating this to a customer or consumer which in turn would achieve a higher customer satisfaction. 
This awareness should also make it much easier to manage revenue for services rendered and elevate Revenue protection to a whole new level.
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Clause 95 of the Systems Act describes customer care actions to be taken by Municipalities. One can clearly see that this act sets minimum service levels and not necessarily business type customer care actions.

“In relation to the levying of rates and other taxes by a municipality and the charging of fees for municipal services, a municipality must, within its financial and administrative capacity “:

· Establish a sound customer care management system that aims to create a positive and reciprocal relation between persons liable for these payments and the municipality, and where applicable, a service provider;
· Establish mechanisms for users of services and ratepayers to give feedback to the municipality or other service providers regarding the quality of the services and the performance of the service provider;
· Take responsible steps to ensure that users of services are informed of the costs involved in service provision, the reasons for the payment of service fees, and the manner in which monies raised from the service are utilized;
· Where the consumption of services has to be measured, take reasonable steps to ensure that the consumption by individual users of services is measured through accurate and verifiable metering systems;
· Ensure that persons liable for payments, receive regular and accurate accounts that indicate the basis for calculating the amounts due;
· Provide accessible mechanisms for those persons to query or verify accounts and metered consumption, and appeal procedures which allow such persons to receive prompt redress for inaccurate accounts’
· Provide accessible mechanisms for dealing with complaints from such persons, together with prompt replies and corrective action by the municipality;
· Provide mechanisms to monitor the response time and efficiency in complying with the above;
· Provide accessible pay points and other mechanisms for settling accounts of for making pre-payments for services.













From the above it is clear that these requirements are absolutely the minimum, however by implementing these very basic features well, positive progress can be made towards better and managed customer relations.
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