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Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 12: Spider diagram for Ilembe District Municipality 

 

 

 

Assessed MuSSA Confidence Level: Green 

 

 
 

Figure 13: Spider diagram for Msunduzi Municipality 
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MSUNDUZI MUNICIPALITY         
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Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 14: Spider diagram for Newcastle Municipality 

 

 

 

Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 15: Spider diagram for Harry Gwala District Municipality 
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Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 16: Spider diagram for Ugu District Municipality 

 

 

 

Assessed MuSSA Confidence Level: Amber 

 

 

 

Figure 17: Spider diagram for Umgungundlovu Municipality 
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UMGUNGUNDLOVU MUNICIPALITY       
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Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 18: Spider diagram for City of uMhlathuze 

 

 

 

Assessed MuSSA Confidence Level: Amber 

 

 
 

Figure 19: Spider diagram for Umkhanyakude Municipality 
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Assessed MuSSA Confidence Level: Green 

 

 
 

Figure 20: Spider diagram for Umzinyathi District Municipality 

 

 

 

Assessed MuSSA Confidence Level: Amber 

 

 
 

Figure 21: Spider diagram for Uthukela Municipality 
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Assessed MuSSA Confidence Level: Green 

 

 

 

Figure 22: Spider diagram for uThungulu District Municipality 

 

 

 

Assessed MuSSA Confidence Level: Green 

 

 
 

Figure 23: Spider diagram for Zululand District Municipality 
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KEY VULNERABLE AREAS 

 

10. INFRASTRUCTURE ASSET MANAGEMENT (IAM) 

 

 

 

 

 

36%

50%

14%

10.1 You have an appropriate and up-to-date water and sanitation services 
Asset Register (includes asset name, location, condition, extent, 

remaining useful life, performance and risk) - KZN

Yes, strongly agree (e.g. advanced asset register)

Yes, agree (e.g. basic asset register - i.e. not all aspects included)

Not ideal (e.g. outdated asset register)

No, disagree (i.e. no asset register)

Don't know

No data

21%

29%

43%

7%

10.2 You have developed an appropriate Infrastructure Asset Management 
(IAM) Plan for your WSA - KZN

Yes, strongly agree In place, but not ideal No, disagree Don't know No data

APPENDIX B:  ANALYSIS OF BUSINESS HEALTH ATTRIBUTES    

Key Observations for Actioning by WSAs: 

• Whilst 36% (5 WSAs) state they have an advanced asset register, 

14% (2 WSAs) state that their asset registers are not ideal. 

Key Observations for Actioning by WSAs: 

• 43% (6 WSAs) do not have an appropriate IAM plan, while a further 

29% (4 WSAs) indicate their IAM plan is not ideal.  
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7%

14%

43%

7%

21%

7%

10.3 You are implementing the IAM outcomes - KZN

Yes, strongly agree (i.e. 100% implementation) Mostly agree (i.e. >75% implementation)

Agree somewhat (i.e. >50% implementation) < 50% implementation

No implementation (i.e. 0%) Don't know

No data

14%

29%

29%

21%

7%

10.4 Budget allocated to implement IAM outcomes is sufficient and is 
being effectively spent - KZN

Yes, strongly agree (i.e. 100%) Mostly agree (i.e. >75%) Agree somewhat (i.e. >50%)

< 50% No (i.e. 0%) Don't know

No data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) are not implementing the IAM outcomes. 

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) indicate that the budget allocated to 

implement the IAM outcomes is insufficient/not 

effectively spent. 
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Overall Vulnerability Indication: 

  

 
 

 

 

 

36%

43%

14%

7%

10.5 You conduct annual technical assessments of your water and 
wastewater related systems (including sources, WTWs, WWTWs, pump 
stations, network, etc.) and implement required follow-up actions - KZN

Yes, all systems (i.e. 100%) Most systems (i.e. >75%) Some systems (i.e. > 50%) < 50% systems

No systems (i.e. 0%) Don't know Not applicable No data

21%

14%

21%

44%

Infrastructure Asset Management (IAM)

Low Vulnerability (100-75%) Moderate Vulnerability (75-60%) High Vulnerability (60-50%)

Extreme Vulnerability (50-0%) No data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) indicate that <50% of their water and 

wastewater related systems undergo an annual technical 

assessment.  

Key Observation: 

44% (6 WSAs) were identified as being Extremely Vulnerable. 
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11. OPERATIONS AND MAINTENANCE (O&M) OF ASSETS  

 

 

 

 

 

21%

71%

7%

11.1 A maintenance workshop/store that is secure and stocked with 
essential equipment (e.g. spare parts) and tools is available - KZN

Yes, strongly agree In place, but not ideal No, disagree Don't know No data

Key Observations for Actioning by WSAs: 

• 78% (11 WSAs) have noted that they do not have 

an adequate maintenance facility/workshop. 

 

Key Observations for Actioning by WSAs: 

• 36% (5 WSAs) state that they have not developed 

preventative maintenance schedules. 

 

21%

43%

36%

11.2 Appropriate water and sanitation services infrastructure/equipment 
planned/preventative maintenance schedules are developed - KZN

Yes, strongly agree In place, but not ideal No, disagree Don't know No data
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14%

29%

21%

21%

14%

11.3 Appropriate planned/preventative maintenance is performed at all 
WTWs and associated reservoirs, pump stations, distribution network -

KZN

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know No data

14%

29%

21%

21%

14%

11.4 Appropriate planned/preventative maintenance is performed at all 
WWTWs and associated collection system, pump stations - KZN

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know No data

Key Observations for Actioning by WSAs: 

• 35% (5 WSAs) have noted that <50% of required 

preventative/proactive maintenance occurs within 

the water system. 

 

Key Observations for Actioning by WSAs: 

• 35% (5 WSAs) have noted that <50% of required 

preventative/proactive maintenance occurs within 

the wastewater system. 
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Overall Vulnerability Indication: 

  

 

 

 

 

 

 

29%

29%

21%

7%

7%

7%

11.5 Please indicate your infrastructure repairs and maintenance costs as 
a function of total operating expenditure (%) - KZN

<5% 5% - <8% 8% - <10% 10%- <15% 15% or more Don't know No data

21%

21%

7%

51%

Operation and Maintenance of Assets

Low Vulnerability (100-75%) Moderate Vulnerability (75-60%) High Vulnerability (60-50%)

Extreme Vulnerability (50-0%) No data

Key Observations for Actioning by WSAs: 

• 29% (4 WSAs) state that maintenance costs 

represent less than 5% of the total operating costs.  

Key Observation: 

51% (7 WSAs) were identified as being Extremely 

Vulnerable. 
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13. REVENUE COLLECTION 

 

 

 
 

 

 

79%

14%

7%

13.1 Please indicate the frequency of actual meter readings - KZN

Actual meter reading on a monthly basis Actual meter reading at least every 2nd month

Meter reading at least on a quarterly basis Meter reading less frequently than quarterly

Don't know No data

36%

57%

7%

13.2 Net Surplus/Deficit - Please state your net surplus/deficit from water 
services activities for the last 12 months  - KZN

Surplus (i.e. >0%) Breakeven (i.e. = 0%) Net deficit (i.e. <0%) Don't know No data

Key Observations for Actioning by WSAs: 

• 79% (11 WSAs) indicate that meter readings occur 

monthly.  

Key Observations for Actioning by WSAs: 

• 57% (8 WSAs) indicate a net deficit from water 

services activities for the last 12 months.  
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14%

43%14%

14%

14%

13.3 Revenue collection - Please state the revenue collection rate in 
respect to Water & Sanitation Services (%) - KZN

<50% 50% - <70% 70% - <80% 80% - <95% 95% or more Don't know No data

29%

14%

36%

14%

7%

13.4 Revenue Growth - Please state your Water and Sanitation Services 
revenue growth for the last 12 months (%) - KZN

>CPI Equals CPI <CPI, but >0% Negative growth (-ve) Don't know No data

Key Observations for Actioning by WSAs: 

• 14% (2 WSAs) have a revenue collection rate less 

than 50%. 

Key Observations for Actioning by WSAs: 

• 7% (1 WSA) don’t know their revenue growth, while 

a further 50% (7 WSAs) indicate it is either below 

CPI or even negative.  
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Overall Vulnerability Indication: 

  

 
 

 

  
 
 

14%

21%

36%

21%

7%

13.5 Grant dependency - Actual operating revenue less operational 
grants/subsidies (e.g. equitable share) sufficiently covers actual operating 

expenditure - KZN

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know No data

14%

21%

21%

44%

Revenue Collection

Low Vulnerability (100-75%) Moderate Vulnerability (75-60%) High Vulnerability (60-50%)

Extreme Vulnerability (50-0%) No data

Key Observations for Actioning by WSAs: 

• 28% (4 WSAs) indicate that actual operating revenue 

less operational grants/subsidies (e.g. equitable 

share) covers <50% of actual operating expenditure.   

Key Observation: 

44% (6 WSAs) were identified as being Extremely Vulnerable. 
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14. FINANCIAL ASSET MANAGEMENT 

 

 

 

 

 
 

14%

7%

7%

71%

14.1 Capital Expenditure (Municipal) - Please state your municipal Capital 
Expenditure as a percentage of Total Expenditure (i.e. Total Operating 

Expenditure + Capital Expenditure) - KZN

<5% 5% - <10% 10% - <15% 15% - <20% 20% or more Don't know No data

7%

29%

14%

50%

14.2 Capital Expenditure (Water Services) - Please state your Capital 
Expenditure on Water and Sanitation Services as a percentage of Total 

Capital Expenditure (Capital Expenditure (Municipal)) - KZN

<25% 25% - <50% 50% - <75% 75% or more Don't know No data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) indicate that capital expenditure is <15% of 

total expenditure. 

 

Key Observations for Actioning by WSAs: 

• 7% (1 WSA) indicate that water services capital 

expenditure is <25% of total capital expenditure. 
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7%

29%

29%

14%

21%

14.3 Asset Renewal - Please state your Asset Renewal investment as 
percentage of Depreciation costs - KZN

100% >90% >75% >50% <50% None (i.e. 0%) Don't know No data

36%

29%

14%

7%

14%

14.4 Repairs and Maintenance - Please state your Repairs and 
Maintenance expenditure as a percentage of Property, Plant and 

Equipment, Investment Property (Carrying Value) - KZN

<5% 5% - <8% 8% - <10% 10% or more Don't know No data

Key Observations for Actioning by WSAs: 

• 43% (6 WSAs) state that the asset renewal investment as a 

percentage of deprecation costs is <50%.   

Key Observations for Actioning by WSAs: 

• 36% (5 WSAs) spend <5% of repairs and maintenance (as a 

percentage of property, plant and equipment, investment 

property (carrying value)). 
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Overall Vulnerability Indication: 

 

 

 
 

 

 

 

 

 

50%

29%

21%

14.5 Grant funding of capital expenditure - Please state your reliance on 
grant funding  - KZN

>90% > 75% >50% <50% Don't know No data

7%

14%

29%

50%

Financial Asset Management

Low Vulnerability (100-75%) Moderate Vulnerability (75-60%) High Vulnerability (60-50%)

Extreme Vulnerability (50-0%) No data

Key Observations for Actioning by WSAs: 

• 79% (11 WSAs) receive more >75% of funding for capital 

expenditure from grants (i.e. grant reliant). 

Key Observation: 

50% (7 WSAs) were identified as being Extremely Vulnerable. 
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CONTEXT INFORMATION 

 

 

 
 

 

 

21%

14%

64%

Water service provider type - KZN

Internal (i.e. municipality) External (e.g. Water Board, service provider)

Combination of internal and external No Data

50%

14%

36%

Wastewater service provider type - KZN

Internal (i.e. municipality) External (e.g. Water Care Company, service provider)

Combination of internal and external No Data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) of water services providers are internal to 

the municipality.  

Key Observations for Actioning by WSAs: 

• 50% (7 WSAs) of wastewater services providers are 

internal to the municipality.  
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21%

7%

71%

Water system maintenance - KZN

Internal (i.e. municipality) External (e.g. service provider)

Combination of internal and external No Data

43%

7%

50%

Wastewater system maintenance - KZN

Internal (i.e. municipality) External (e.g. service provider) Combination of internal and external No Data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) do water system maintenance internally 

alone.  

Key Observations for Actioning by WSAs: 

• 43% (6 WSAs) do wastewater system maintenance 

internally alone.  

•  
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21%

29%

50%

The key staff (i.e. managerial) turnover in your WSA - KZN

High: > 25% (i.e. problematic, frequently lose staff) Moderate: 10 - 25% (i.e. occasionally lose staff)

Low: < 10% (i.e. not an issue, good staff retention) No Data

21%

57%

21%

Your WSA has developed and implemented a scarce skills policy - KZN

Yes, developed and implemented In development

No, not developed No Data

Key Observations for Actioning by WSAs: 

• 50% (7 WSAs) have low key staff (i.e. managerial) 

turnover 

•  

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) have not developed a scarce skills policy.  
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21%

71%

7%

Your WSA is preparing for the impacts of pending and or new regulations 
(e.g. Regulation 17 (WTW and WWTW process controllers), municipal 

Standard Chart of Accounts (mSCOA)) - KZN

Yes, strongly agree In process No, disagree Don't know No Data

100%

Your WSA actively provides required drinking water related data to the 
Regulator (e.g. Blue Drop participation) - KZN

Yes, strongly agree In process No, disagree Don't know No Data

Key Observations for Actioning by WSAs: 

• 21% (3 WSAs) are proactively preparing for impacts of 

pending or new regulations.  

Key Observations for Actioning by WSAs: 

• 100% (14 WSAs) actively provide required drinking water 

related data to the Regulator.  
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43%

43%

14%

Regular drinking-water quality monitoring and management (including 
boreholes) is performed for ALL communities/towns in the WSA - KZN

Yes, all (i.e. 100% of WSA population) Most (i.e. >75% of WSA population)

Some (i.e. >50% of WSA population) <50% of WSA population

None (i.e. 0% of WSA population) Don't know

No Data

14%

29%

29%

29%

WTWs operational capacity as a function of total design capacity - KZN

>105% >100% - 105% >95% - 100% 90% - 95% <90% Don't know Not applicable No Data

Key Observations for Actioning by WSAs: 

• 43% (6 WSAs) regularly monitor and manage drinking 

water quality at all communities.  

Key Observations for Actioning by WSAs: 

• 72% (10 WSAs) have either exceeded their WTWs design 

capacity, or are approaching their design capacity.   
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100%

Your WSA actively provides required wastewater related data to the 
Regulator (e.g. Green Drop participation) - KZN

Yes, strongly agree In process No, disagree Don't know No Data

79%

14%

7%

Regular wastewater quality monitoring and management is performed for 
ALL wastewater systems in the WSA - KZN

Yes, all (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50%

None (i.e. 0%) Don't know No Data

Key Observations for Actioning by WSAs: 

• 100% (14 WSAs) actively provide required wastewater 

related data to the Regulator.  

Key Observations for Actioning by WSAs: 

• 79% (11 WSAs) regularly monitor and manage 

wastewater quality for all systems.  

•
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29%

14%

21%

29%

7%

WWTWs operational flow capacity as a function of total design capacity -
KZN

>105% >100% - 105% >95% - 100% 90% - 95%

<90% Don't know Not applicable No Data

14%

7%

36%

21%

21%

WWTWs operational COD load as a function of total design load - KZN

>105% >100% - 105% >95% - 100% 90% - 95%

<90% Don't know Not applicable No Data

Key Observations for Actioning by WSAs: 

• 64% (9 WSAs) have either exceeded their WWTWs design 

capacity, or are approaching their design capacity.   

•  

Key Observations for Actioning by WSAs: 

• 57% (8 WSAs) have either exceeded their COD load 

design capacity, or are approaching their design 

capacity.   
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64%

29%

7%

Your WSA actively provides required water conservation and water 
demand management related data to the Regulator (e.g. No Drop 

participation) - KZN

Yes, strongly agree In process No, disagree Don't know No Data

93%

7%

Billing & accounts - With regards to water and sanitation bills, please 
indicate the frequency of billing and posting of accounts - KZN

Actual billing and posting of accounts on a monthly basis

Actual billing and posting of accounts at least every 2nd month

Billing and posting of accounts at least on a quarterly basis

Billing and posting of accounts less frequently than quarterly

Don't know

No Data

Key Observations for Actioning by WSAs: 

• 64% (9 WSAs) actively provide required water 

conservation and demand management related data to 

the Regulator.  

•

Key Observations for Actioning by WSAs: 

• 93% (13 WSAs) send monthly water and sanitation bills 

to consumers.  
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57%

14%

29%

Development contributions - With regard to new developments, by-laws in 
your municipality require developers to adequately contribute towards 
construction of new bulk infrastructure (i.e. developers charges) - KZN

Yes, strongly agree In process No, disagree Don't know No Data

100%

Council is stable with functional committees - KZN

Yes, strongly agree (i.e. Council meetings are held at least quarterly)

Not ideal

No, disagree

Don't know

No Data

Key Observations for Actioning by WSAs: 

• 57% (8 WSAs) have by-laws in place to ensure 

contributions by developers to bulk infrastructure.  

Key Observations for Actioning by WSAs: 

• 100% (14 WSAs) have a stable council with functional 

committees.  
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57%

36%

7%

Your MuSSA was completed with appropriate inputs from senior officials 
within Technical Services, Finance and Human Resources (as a minimum 

these 3 departments should participate - KZN

Yes, strongly agree (i.e. Technical Services HOD, Finance AND HR all
participated)
Agree (i.e. Technical Services HOD and either Finance OR HR participated)

Only Technical Services HOD

Key Observations for Actioning by WSAs: 

• 57% (8 WSAs) of KwaZulu-Natal MuSSAs were 

completed by officials from Technical, Finances and HR 

departments.  
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Putting People First 

Put people and their concerns first and ensure constant contact with communities through effective public 

participation platforms. This is the essence of our ‘back to basics’ approach. 

 

 
 

Basic Service Delivery 

Create conditions for decent living by consistently delivering municipal services to the right quality and 

standard. This includes planning for and delivery of infrastructure and amenities, maintenance and upkeep, 

including the budgeting to do this. Ensure no failures in services and where there are, restore services with 

urgency. 

 

 
 

 

 

 

Appendix C:  Alignment to CoGTA Back 2 Basics Programme  
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Good Governance 

Be well governed and demonstrate good governance and administration - cut wastage, spend public funds 

prudently, hire competent staff, ensure transparency and accountability. 

 

 
 

Sound Financial Management 

Ensure sound financial management and accounting, and prudently manage resources so as to sustainably 

deliver services and bring development to communities. 

 

 

 

Building Capable Local Government Institutions 

Build and maintain sound institutional and administrative capabilities, administered and managed by 

dedicated and skilled personnel at all levels. 
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Table C1: Comparison of CoGTA B2B Functionality Categorisation vs. MuSSA Vulnerability Index  

WSA 

Back 2 Basics 

Categorisation  

(February 2015) 

MuSSA Vulnerability Index 

(2015) 

Amajuba DM Dysfunctional Extreme Vulnerability 

City of uMhlathuze Performing Well High Vulnerability 

eThekwini Metro Performing Well Moderate Vulnerability 

Harry Gwala DM Performing Well High Vulnerability 

Ilembe DM Performing Well High Vulnerability 

Msunduzi  Performing Well High Vulnerability 

Newcastle  Performing Well High Vulnerability 

Ugu DM Dysfunctional Moderate Vulnerability 

Umgungundlovu DM Performing Well High Vulnerability 

Umkhanyakude DM At Risk Extreme Vulnerability 

Umzinyathi DM Dysfunctional High Vulnerability 

Uthukela DM At Risk Extreme Vulnerability 

uThungulu DM Performing Well High Vulnerability 

Zululand DM At Risk High Vulnerability 

Performing Well/Low Vulnerability 57% 0% 

At Risk/Moderate Vulnerability 21% 14% 

High Vulnerability   64% 

Dysfunctional/Extreme Vulnerability 21% 21% 
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Table C2: MuSSA B2B Categorisation (Please note this is an A3 layout page)  

WSA 
1. Putting People First 2. Basic Service Delivery 

Water Service Quality Customer Care (CRM) Water Services Planning 

Water Resource 

Management (WRM) 

Water Conservation & 

Demand Management 

(WCDM) 

Drinking Water Safety 

& Regulatory 

Compliance Basic Sanitation 

Wastewater / 

Environmental Safety & 

Regulatory Compliance 

Infrastructure Asset 

Management (IAM) 

Operation & 

Maintenance of Assets 

Amajuba DM Extreme Vulnerability Extreme Vulnerability Moderate Vulnerability Low Vulnerability High Vulnerability Low Vulnerability Low Vulnerability High Vulnerability Extreme Vulnerability Extreme Vulnerability 

City of uMhlathuze Low Vulnerability Moderate Vulnerability Low Vulnerability Extreme Vulnerability Moderate Vulnerability High Vulnerability Extreme Vulnerability Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability 

eThekwini Metro Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability 

Harry Gwala DM High Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability High Vulnerability Extreme Vulnerability Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability 

Ilembe DM Moderate Vulnerability High Vulnerability Low Vulnerability Extreme Vulnerability Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability Extreme Vulnerability High Vulnerability Moderate Vulnerability 

Msunduzi  Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability Moderate Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability High Vulnerability Extreme Vulnerability 

Newcastle  Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Moderate Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Extreme Vulnerability 

Ugu DM Low Vulnerability Moderate Vulnerability Low Vulnerability Moderate Vulnerability Low Vulnerability Low Vulnerability Moderate Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability 

Umgungundlovu DM Low Vulnerability Moderate Vulnerability Low Vulnerability Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability Low Vulnerability Moderate Vulnerability Low Vulnerability 

Umkhanyakude DM Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability High Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability 

Umzinyathi DM Moderate Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Moderate Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability 

Uthukela DM Moderate Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability High Vulnerability Extreme Vulnerability 

uThungulu DM Moderate Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability Extreme Vulnerability Extreme Vulnerability Moderate Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability 

Zululand DM High Vulnerability Extreme Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability Moderate Vulnerability Moderate Vulnerability Extreme Vulnerability Extreme Vulnerability High Vulnerability 

Low Vulnerability  

(100-75%) 5 36% 5 36% 9 64% 3 21% 2 14% 6 43% 4 29% 5 36% 3 21% 3 21% 

Moderate Vulnerability (75-

60%) 5 36% 3 21% 4 29% 5 36% 5 36% 2 14% 7 50% 1 7% 2 14% 3 21% 

High Vulnerability  

(60-50%) 2 14% 1 7% 0 0% 1 7% 3 21% 1 7% 1 7% 2 14% 3 21% 1 7% 

Extreme Vulnerability (50-

0%) 2 14% 5 36% 1 7% 5 36% 4 29% 5 36% 2 14% 6 43% 6 43% 7 50% 
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WSA 
3. Good Governance 4. Sound Financial Management 5. Building Capable Local Government Institutions 

Information Management 

Organisational Performance 

Monitoring Financial Management Revenue Collection 

Financial Asset 

Management 

Management Skill Level 

(Technical) Staff Skill Levels (Technical) 

Technical Staff Capacity 

(Numbers) 

Amajuba DM Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability 

City of uMhlathuze Low Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability Moderate Vulnerability 

eThekwini Metro Moderate Vulnerability Low Vulnerability Low Vulnerability Moderate Vulnerability Extreme Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability 

Harry Gwala DM Moderate Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability High Vulnerability Low Vulnerability High Vulnerability High Vulnerability 

Ilembe DM Moderate Vulnerability Low Vulnerability Low Vulnerability Moderate Vulnerability Moderate Vulnerability Low Vulnerability Moderate Vulnerability Moderate Vulnerability 

Msunduzi  Moderate Vulnerability Extreme Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Moderate Vulnerability Moderate Vulnerability High Vulnerability 

Newcastle  High Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability High Vulnerability Moderate Vulnerability Low Vulnerability High Vulnerability 

Ugu DM Low Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability High Vulnerability Low Vulnerability Low Vulnerability Low Vulnerability 

Umgungundlovu DM Moderate Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Extreme Vulnerability Low Vulnerability Low Vulnerability Moderate Vulnerability 

Umkhanyakude DM Extreme Vulnerability Moderate Vulnerability High Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability Extreme Vulnerability 

Umzinyathi DM Low Vulnerability Moderate Vulnerability Moderate Vulnerability Moderate Vulnerability High Vulnerability Low Vulnerability Moderate Vulnerability High Vulnerability 

Uthukela DM Moderate Vulnerability Moderate Vulnerability Extreme Vulnerability High Vulnerability Low Vulnerability Moderate Vulnerability Extreme Vulnerability Extreme Vulnerability 

uThungulu DM Low Vulnerability Low Vulnerability Low Vulnerability High Vulnerability Moderate Vulnerability High Vulnerability Extreme Vulnerability Extreme Vulnerability 

Zululand DM Low Vulnerability Low Vulnerability Low Vulnerability Extreme Vulnerability Extreme Vulnerability Moderate Vulnerability High Vulnerability High Vulnerability 

Low Vulnerability  

(100-75%) 5 36% 9 64% 9 64% 2 14% 1 7% 7 50% 4 29% 2 14% 

Moderate Vulnerability (75-

60%) 6 43% 3 21% 2 14% 3 21% 2 14% 5 36% 5 36% 3 21% 

High Vulnerability  

(60-50%) 1 7% 0 0% 1 7% 3 21% 4 29% 1 7% 2 14% 6 43% 

Extreme Vulnerability (50-

0%) 2 14% 2 14% 2 14% 6 43% 7 50% 1 7% 3 21% 3 21% 
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Table D1: Municipal Contacts  

Code Description Management/Technical/Financial Comments 

DC25 Amajuba DM Mr Thanda Zulu, Director Technical and Engineering Services, 0343297233; 

thandaz@amajuba.gov.za; Mr Henry Mthembu, Deputy Director: Finance, 0343297274, 

henrym@amajuba.gov.za; Mr Mitton Pienaar, IT Specialist, 0343297214, 

mittonp@amajuba.gov.za, Ms SS Mhlongo, Acting CFO, 0343297287, 

siphephilem@amajuba.gov.za.  

 

KZ282 City of 

uMhlathuze 

S Hlela, Manager Planning, 0828054512, sabelo.hlela@umhlathuze.gov.za; N Maharaj, 

Manager Scientific Services, 0836469985, maharajn@umhlathuze.gov.za; S Zungu, Senior 

Engineer Water Loss, 0832615423, siboniso.zungu@umhlathuuze.gov.za; C da Cruz, 

Manager Budgets, 0833403231, cdcruze@umhlathuze.gov.za.  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 

ETH eThekwini Metro Siobhan Jackson, Deputy Head: Scientific Services, 0835593958, 

Siobhan.jackson@durban.gov.za.; Comfort Bhane, Management Accountant, 0732593710, 

comfort.bhane@durban.gov.za.; Bhaone Sani, DH Engineer, 0847172030, 

bhaone.sani@durban.gov.za.; Bill Pfaff, Consultant Engineer, 0828021676, 

bill.pfaff@durban.gov.za.; Aaron Mfunda, DH: Customer Services, 0829249307, 

aaron.mfunda@durban.gov.za.; Speedy Moodley, Snr Manager Planning, 0832801114, 

speedy.moodley@durban.gov.za.; Sibusiso Vilane, DH: Santiation Op, 0839856007, 

sibusiso.vilane@durban.go.za.  

MuSSA completed via a one on one 

interactions with officials documented. 

DC43 Harry Gwala DM T Mtshali, 0398342485, thamimts2@gmail.com; I Nacobo, 0828614155, 

ngcobot@harrygwaladm.gov.za; Z Radebe, 0826921438, zamor@webmail.co.za; S 

Getyezo, 0833272590, sindi.getyeza@gmail.com; Z Hlengwa, 08238433365, 

hiengwazwe@gmail.com; P Cele, 0826985720, shelembep@harrygwaladm.gov.za; N.E. 

Biyase, 0723005511, biyasenk@harrygwaladm.gov.za; B Dlamini, 0790504145, 

dlaminib@harrygwaladm.gov.za 

 

DC29 Ilembe DM Kuhle Mothonjeni, Director Technical services, 0839500770; Dumisani Khoza, Deputy 

Director Planning (Technical Services),0835628398; Raynund Ganesh, Manager water 

Quality, 0836288453; Themba Shezi, Manager Expenditure; Emmanuel Ngcobo, Manager 

Assets; Ngcebo Xulu, Manager SCM, 0810351294 

 

Appendix D:  MuSSA Record of Completion     
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Code Description Management/Technical/Financial Comments 

KZ225 Msunduzi 

Municipality 

B Sivparsad, PM Water and Sanitation, 0835779222, Brenden.sivparsad@msunduzi.gov.za; 

M Greatwood, Acting WSA Manager, 0799938549, mike.greatwood@msunduzi.gov.za; L 

Pillay, Water Monitoring Control, 0824652512, loven.pillay@msunduzi.gov.za; J Hermens, 

Chief Accountant, 0333922447, Jennifer.hermens@msunduzi.gov.za; G Buitendach, HR 

Support Manager, 0833938080, gary.buitendach@msunduzi.gov.za.   

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 

KZ252 Newcastle 

Municipality 

M. Pawandiwa, Water Services Manager, 0765005731, max@duzicare.co.za; N Ncube, 

Acting Manager P&R, 0825679619, nkululeko.ncube@newcastle.gov.za; M Shabalala, 

System Engineer, 0609827520, manqoba.shabalala@newcastle,gov.za; N Khumalo, 

Manager: Debt Management, 0728849891, ntando.khumalo@newcastle.gov.za; N Zakwe, 

Uthukela Water Laboratory Manager, 0827744291, 

nondumiso.zakwe@uthukelawater.co.za; A Thulasee, LED, 0724300890, 

anesh.thulasee@newcastle.gov.za.  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 

DC21 Ugu DM Ms L Cele, GM Water Services, 0824147774, lungile.cele@ugu.gov.za; Ms S Mbili, CFO, 

0396824820, info@ugu.gov.za; Mr P Watson, Senior Manager Water Services Operations, 

0825664550, paul.watson@ugu.gov.za; Mr J vd Walt – Senior Manager WSA, 0716031491, 

johan@ugu.gov.za.  

 

DC22 Umgungundlovu 

DM 

T Ndaba, 0338976936, ndabat@umdm.gov.za; S Khuzyo, 0338976763, 

mm@umdm.gov.za; P Fakude, 0338976913, fqkudep@umdm.gov.za; R Nzuza, 

0338976896, nzuzar@umdm.gov.za; N Zwano, 0338976896, ntokozorichard3@gmail.com; 

J Baloyi, 0823025993, baloyij@umdm.gov.za; B Ndlela, 0828006619, 

bongi.dube@umdm.gov.za; S Ncube, 0338976714, ncubes@umdm.gov.za; S Mjwara, 

0338976813, mjwaras@umdm.gov.za; B Msomi, 0829090758, 

buhle.msomi@umdm.gov.za; P Khuluse, 0828031613, phila.hhuluse@umdm.gov.za; N 

Mpanza, 0828860748, mpauzan@umdm.gov.za.  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 

DC27 Umkhanyakude 

DM 

M A Ngcobo, Technical Director, 035 5738600; Ms N Ndlela, Director Corporate Services, 

035 573 8600; Mr D Sibanda, WSA Snr Manager, 035 573 8600, desire@ukdm.gov.za; Ms B 

Sibisi, Budget Manager, 035 573 8600, busi@ukdm.gov.za.  

 

DC24 Umzinyathi DM T Malunga, Acting Municipal Manager, 0828915730, thami@umzinyathi.gov.za; T 

Mnyandu, WSA Manager, 0826827877, tmnyanda@umzinyathi.gov.za; U Kubheka, O&M 

Manager, 0734025671, kubhekau@umzinyathi.gov.za; M Dlamini, PMU Manager, 

0834395143, msizi@umzinyathi.gov.za; C Chawanda, Technical Support, 0739539221, 

clement.chawanda@misa.gov.za; M Madondo, Finance Intern, 0735906290, 

madondos@umzinyathi.gov.za; B Myeni, Asset Officer, 0732284891, 

myenib@umzinyathi.gov.za.  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 
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Code Description Management/Technical/Financial Comments 

DC23 Uthukela DM B Khoza, GM Municipal Health and WSA, 0730441727, bkhoza@uthukeladm.co.za; S 

Mazibuko, Area Engineer, 0730701371, mgabhiwethusonke@gmail.com; D Khumalo, Area 

Manager, 036 6385100, delanikhumalo@gmail.com; Cindy Coetzee, Head Laboratory 

WSA, 0829046115, cindy@uthukeladm.co.za; B Gugu, EHP, 0764802126.  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 

DC28 uThungulu DM R Pillay, 0842500649, rivioniap@emanti.co.za; K.T. Swift, 0357992526, 

swiftk@uthungulu.co.za; P Hlalatu, 0357992634, ndabap@uthungulu.co.za; S Ngwenya, 

0357992997, ngwenyas@uthungulu.co.za; S Kuwene, 0357872680, 

mokoenas@uthungulu.co.za; C Reddy, 0357992509, reddyc@uthungulu.co.za; G Gwala, 

0357992520, gwalag@uthungulu.co.za; M Mathebula, 0357992735, 

mathebulam@uthungulu.co.za; MN Xulu, xulun@uthungulu.co.za; MC Mhlongo, 

0357992597, mhlengom@uthungulu.co.za; N Mlambo, 0357992753, 

mlambon@uthungulu.co.za; A  Maduna, 0357992784, madunaa@uthungulu.co.za; M 

Dlamini, 0357992706, dlaminis@uthungulu.co.za; S Mkhize, 0357992690, 

mkhizesp@uthungulu.co.za 

 

DC26 Zululand DM B Mnguni, WSA Manager, 0731483715, bmnguni@zululand.org.za; T Mabika, Operations 

Manager WSSA, 0810183379, tmabika@wssa.co.za; S Landman, HOD Planning, 

0828054014, slandman@zululand.org.za; G Qwabe ISD O&M, 082923884, 

gqwabe@zululand.org.za; S Mazibuko, DD O&M, 0718802822, 

smazibuko@zululand.org.za; M Dladla, HOD Technical Services, zdladla@zululand.org.za; S 

Kheswa, DD O&M, 0358345500, skheswa@zululand.org.za; S Mthembu, DCFO, 

0358745614, smsibi@zululand.org.za; T Dladla, Chief Accountant, 0358745519, 

tdladla@zululand.org.za  

Interviews completed as part of KZN DWS  

MuSSA/MPAP process 
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Table E1: MuSSA Questions and Answers  

Context Information Answers                 

a) Municipality name                  

b) Date of completion                   

c) Municipality type A - Metro B1 - LM B2 - LM B3 - LM B4 - LM C2 - DM       

d) Water service provider type 
Internal (i.e. 

municipality) 

External (e.g. Water 

Board, service 

provider) 

Combination of 

internal and external 
            

e) Wastewater service provider type 
Internal (i.e. 

municipality) 

External (e.g. Water 

Care Company, 

service provider) 

Combination of 

internal and external 
            

f) Water system maintenance 
Internal (i.e. 

municipality) 

External (e.g. service 

provider) 

Combination of 

internal and external 
           

g) Wastewater system maintenance 
Internal (i.e. 

municipality) 

External (e.g. service 

provider) 

Combination of 

internal and external 
            

h) The key staff (i.e. managerial) turnover in your WSA  

High: > 25% (i.e. 

problematic, 

frequently lose staff) 

Moderate: 10 - 25% 

(i.e. occasionally lose 

staff) 

Low: < 10% (i.e. not 

an issue, good staff 

retention) 

            

i) 
Your WSA has developed and implemented a scarce 

skills policy 

Yes, developed and 

implemented 
In development No, not developed              

j) 

Your WSA is preparing for the impacts of pending and 

or new regulations (e.g. Regulation 17 (WTW and 

WWTW process controllers), municipal Standard Chart 

of Accounts (mSCOA)) 

Yes, strongly agree In process No, disagree Don't know           

k) 

Your WSA actively provides required drinking water 

related data to the Regulator (e.g. Blue Drop 

participation)  

Yes, strongly agree In process No, disagree Don't know           

l) 

Regular drinking-water quality monitoring and 

management (including boreholes) is performed for ALL 

communities/towns in the WSA 

Yes, all (i.e. 100% of 

WSA population) 

Most (i.e. >75% of 

WSA population) 

Some (i.e. >50% of 

WSA population)  

<50% of WSA 

population 

None (i.e. 0% of 

WSA 

population) 

Don't know       

m) 

WTWs operational capacity as a function of total design 

capacity (NOTE: Combine for ALL WTWs within your 

WSA) 

>105% >100% - 105% >95% - 100% 90% - 95% <90% Don't know Not applicable     

n) 

Your WSA actively provides required wastewater 

related data to the Regulator (e.g. Green Drop 

participation)  

Yes, strongly agree In process No, disagree Don't know           

o) 

Regular wastewater quality monitoring and 

management is performed for ALL wastewater systems 

in the WSA 

Yes, all (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%)  <50% None (i.e. 0%) Don't know       

p) 

WWTWs operational flow capacity as a function of total 

design capacity (NOTE: Combine for ALL WWTWs 

within your WSA) 

>105% >100% - 105% >95% - 100% 90% - 95% <90% Don't know Not applicable     

 

Appendix E:  MuSSA Questions and Answer Options    
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Context Information Answers                 

q) 

WWTWs operational COD load as a function of total 

design load (NOTE: Combine for ALL WWTWs within 

your WSA) 

>105% >100% - 105% >95% - 100% 90% - 95% <90% Don't know Not applicable     

r) 

Your WSA actively provides required water 

conservation and water demand management related 

data to the Regulator (e.g. No Drop participation)  

Yes, strongly agree In process No, disagree Don't know           

s) 

Billing & accounts - With regards to water and 

sanitation bills, please indicate the frequency of billing 

and posting of accounts. 

Actual billing and 

posting of accounts 

on a monthly basis  

Actual billing and 

posting of accounts 

at least every 2nd 

month 

Billing and posting of 

accounts at least on 

a quarterly basis  

Billing and posting 

of accounts less 

frequently than 

quarterly  

Don't know         

t) 

Development contributions - With regard to new 

developments, by-laws in your municipality require 

developers to adequately contribute towards 

construction of new bulk infrastructure (i.e. developers 

charges).   

Yes, strongly agree In process No, disagree Don't know           

u) Council is stable with functional committees. 

Yes, strongly agree 

(i.e. Council meetings 

are held at least 

quarterly) 

Not ideal No, disagree Don't know           

v) 

Your MuSSA was completed with appropriate inputs 

from senior officials within Technical Services, Finance 

and Human Resources (as a minimum these 3 

departments should participate). 

Yes, strongly agree 

(i.e. Technical 

Services HOD, 

Finance AND HR all 

participated) 

Agree (i.e. Technical 

Services HOD and 

either Finance OR 

HR participated) 

Only Technical 

Services HOD 

Other Technical 

Services  
Don't know         

w) 

Names, designation and contact details (phone, email) 

of all MuSSA participants (e.g. Mr Thabo Smit; Technical 

Director; 0215436789; thabos@muni.gov.za) 

                  

1. Water Services Planning Answers                 

1.1 

Your Water Services Development Plan (WSDP) and 

associated master planning processes includes 

appropriate Water and Sewage Master Plans, Water 

Safety Plans and a Wastewater Risk Abatement Plans 

(W2RAPs), and is aligned to the IDP and associated 

SDBIP targets. 

Yes, WSDP 

developed and 

includes all required 

plans and alignment 

(i.e. 100%) 

Yes, WSDP 

developed and 

contains most of the 

required plans and 

alignment (i.e. 

>75%)  

Yes, WSDP 

developed and 

contains some of the 

required plans and 

alignment (i.e. 

>50%)  

WSDP still in 

development 

WSDP 

development 

not yet initiated 

Don't know       

1.2 
You are implementing an up-to-date and adopted 

WSDP.  

WSDP up-to-date, 

adopted and 

implemented 

WSDP adopted and 

implemented, but 

out-of-date (i.e. 

requires revision) 

WSDP adopted but 

not yet implemented 

WSDP not 

adopted but 

implemented 

WSDP not 

adopted nor 

implemented 

Don't know       

1.3 

Your current project list addresses existing 

needs/shortcomings identified through the WSDP and 

associated master planning process.  

Yes, all projects (i.e. 

100%) 

Most projects (i.e. 

>75%) 

Some projects (i.e. 

>50%)  
<50% of projects None (i.e. 0%) Don't know       

1.4 

Project progress is monitored, tracked and reported to 

municipal top management/council and the Regulator 

(through the annual water and sanitation services 

report) 

Yes, strongly agree 

(both to municipal 

top 

management/council 

and Regulator) 

Only to municipal 

top 

management/counci

l  

Only to Regulator No, disagree Don't know         

1.5 
Projects identified through your various planning 

processes have been implemented in the last 3 years. 

Yes, all implemented 

(i.e. 100%) 

Most implemented 

(i.e. >75%) 

Some implemented 

(i.e. >50%) 

<50% 

implemented 

None 

implemented 

(i.e. 0%) 

Don't know       
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2. Management Skill Level (Technical) Answers                 

2.1 

Your council approved technical management 

organisational organogram meets your business 

requirements, and key posts are filled (e.g. Technical 

Director, Water Services Manager, Sanitation 

Services Manager). 

Yes, and all posts 

filled (i.e. 100%) 

Yes, and most posts 

filled (i.e. >75%) 

Yes, but only some 

posts filled (i.e. 

>50%) 

Yes, but <50% of 

posts filled  

No, does not 

meet 

requirements 

Don't know       

2.2 

You have sufficient technical management staff 

(appropriate number of staff - e.g. at least 5 posts 

per 100,000 persons served). 

Yes, 100% as per 

organogram 

Mostly agree (i.e. 

>75% as per 

organogram) 

Agree somewhat 

(i.e. >50% as per 

organogram) 

<50% as per 

organogram 

None (i.e. 0% as 

per 

organogram) 

Don't know       

2.3 

Technical management staff have the correct 

skills/qualifications and experience as per Job 

Description requirements (e.g. if Job Description 

requires PrEng, PrTech or CPM, the staff have these 

qualifications). 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know       

2.4 
Managers regularly attend appropriate water and 

sanitation services skills development/training. 

Quarterly (or more 

frequent) skills 

development/trainin

g 

Bi-annual skills 

development/trainin

g 

Annual skills 

development/trainin

g 

Less frequent 

skills 

development/trai

ning (i.e. >1 year) 

No skills 

development/tr

aining 

Don't know       

2.5 

Key technical managers (e.g. Section 56 and other 

Senior Management) have signed and monitored 

Performance Agreements. 

Yes, all (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50%  None (i.e. 0%) Don't know       

3. Staff Skill Levels (Technical) Answers                 

3.1 

WTWs are operated by staff with the correct 

skills/qualifications and experience (as per 

Regulation 2834). 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know Not applicable     

3.2 

WWTWs are operated by staff with the correct 

skills/qualifications and experience (as per 

Regulation 2834). 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know Not applicable     

3.3 

Water system plumbers, millwrights, mechanics and 

electricians have the correct skills/qualifications and 

experience. 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know       

3.4 

Sewage system plumbers, millwrights, mechanics 

and electricians have the correct skills/qualifications 

and experience. 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know       

3.5 

Staff regularly attend appropriate water and 

sanitation services skills development/training 

(including safety) (e.g. ESETA courses). 

Quarterly (or more 

frequent) skills 

development/trainin

g 

Bi-annual skills 

development/trainin

g 

Annual skills 

development/trainin

g 

Less frequent 

skills 

development/trai

ning (i.e. >1 year) 

No skills 

development/tr

aining 

Don't know       

4. Technical Staff Capacity (Numbers) Answers                 

4.1 

Your council approved technical staff organisational 

organogram meets your business requirements, and 

posts are filled (i.e. Superintendent of 

WTWs/WWTWs and below). 

Yes, and all posts 

filled (i.e. 100%) 

Yes, and most posts 

filled (i.e. >75%) 

Yes, but only some 

posts filled (i.e. 

>50%) 

Yes, but <50% of 

posts filled  

No, does not 

meet 

requirements 

Don't know       

4.2 
WTWs are operated by the appropriate number of 

staff (as per Regulation 2834). 

Yes, 100% as per 

requirements 

Mostly agree (i.e. 

>75% as per 

requirements) 

Agree somewhat 

(i.e. >50% as per 

requirements) 

<50% as per 

requirements 

None (i.e. 0% as 

per 

requirements) 

Don't know Not applicable     

4.3 
WWTWs are operated by the appropriate number of 

staff (as per Regulation 2834). 

Yes, 100% as per 

requirements 

Mostly agree (i.e. 

>75% as per 

requirements) 

Agree somewhat 

(i.e. >50% as per 

requirements) 

<50% as per 

requirements 

None (i.e. 0% as 

per 

requirements) 

Don't know Not applicable     

4.4 

You have sufficient water and sewerage/sanitation 

network operations and repair staff/plumbers (i.e. 

you have the appropriate number of staff). 

Yes, 100% as per 

organogram 

Mostly agree (i.e. 

>75% as per 

organogram) 

Agree somewhat 

(i.e. >50% as per 

organogram) 

<50% as per 

organogram 

None (i.e. 0% as 

per 

organogram) 

Don't know       
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4.5 

An active mentoring/shadowing programme is in 

place where experienced staff train younger, 

inexperienced staff. 

Yes, strongly agree 
In place, but not 

ideal 
No, disagree Don't know          

5. Water Resource Management (WRM) Answers                 

5.1 

The results from the Reconciliation Strategies (Large 

Systems/All Towns) have been incorporated into 

your WSDP, master planning and IDP processes. 

Yes, strongly agree In process No, disagree Don't know Not applicable         

5.2 

The quantity of water available from the resources is 

sufficient for your current WSA needs (at the 

stipulated level of assurance of supply). 

No shortage (i.e. 

sufficient water) 
1 - 10% shortage 11-20% shortage 21-30% shortage 

31-40% 

shortage 
41-50% shortage >50% shortage 

Don't 

know 

Not 

applicable 

5.3 

The quantity of water available from the resources is 

sufficient for your future WSA needs (at the 

stipulated level of assurance of supply) (i.e. no 

shortage in 10 years). 

No shortage (i.e. 

sufficient water) 
1 - 10% shortage 11-20% shortage 21-30% shortage 

31-40% 

shortage 
41-50% shortage >50% shortage 

Don't 

know 

Not 

applicable 

5.4 
The source water quality is currently acceptable for 

its purpose. 

Yes, strongly agree 

(i.e. all sources 

(100%) acceptable) 

Mostly agree (i.e. 

>75% of sources 

acceptable) 

Agree somewhat 

(i.e. >50% of sources 

acceptable) 

<50% of sources 

acceptable 

None (i.e. 0% of 

sources 

acceptable) 

Don't know Not applicable     

5.5 
The trend indicates a deteriorating source water 

quality. 

Yes, all sources 

(100%) deteriorating 

>50% of sources 

deteriorating 

>25% of sources 

deteriorating 

< 25% of sources 

deteriorating 

No, no sources 

(0%) 

deteriorating 

Don't know Not applicable     

6. Water Conservation & Water Demand Management 

(WC/WDM) 
Answers           

  
    

6.1 

Your WSA has developed a council approved Water 

Conservation and Water Demand Strategy which 

includes a standard water balance (e.g. modified 

IWA). 

WC/WDM Strategy  

and water balance 

developed 

Only WC/WDM 

Strategy developed 

Only water balance 

developed 
None developed Don't know   

  

    

6.2 
Please indicate your percentage Non-Revenue Water 

(NRW) as per the modified IWA water balance. 
Less than 20% Less than 30% Less than 40% Less than 50% 50% or more Don't know 

  
    

6.3 

System input volumes (bulk) to the WSA are 

accurately monitored using bulk meters (e.g. check 

metering). 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. >50%) <50% None (i.e. 0%) Don't know       

6.4 

Please indicate what percentage of all connections 

are metered and billed (residential and non-

residential (commercial, industrial, etc.)). 

>98% 75% - 98% 50% - 75% <50% No metering Don't know 

  

    

6.5 

Your WSA is implementing appropriate intervention 

programmes to reduce NRW (e.g. minimisation of 

night flows through pressure management, removal 

of unlawful connections, leak detection and repairs, 

consumer education/awareness). 

Yes, strongly agree 

(i.e. 100% 

implementation) 

Mostly agree (i.e. 

>75% 

implementation) 

Agree somewhat 

(i.e. >50% 

implementation) 

<50% 

implementation 

No 

implementation 

(i.e. 0%) 

Don't know 

  

    

7. Drinking Water Safety & Regulatory Compliance Answers                 

7.1 

Please indicate your microbiological drinking-water 

quality compliance for E.coli (or faecal coliforms) for 

the communities you are monitoring for the last 12 

months.   

99% - 100%  97% - <99% 95% - <97% < 95% Don't know        

7.2 

ALL your supply schemes, WTWs, process 

controllers, monitoring programmes, sample points, 

laboratories, results, procedures, protocols, etc. are 

registered/frequently updated with the Regulator 

(e.g. via the BDS). 

Yes, strongly agree 

(i.e. 100% 

registered/updated) 

Mostly agree (i.e. 

>75% 

registered/updated) 

Agree somewhat 

(i.e. >50% 

registered/updated) 

<50% 

registered/update

d 

None 

registered/upd

ated (i.e. 0%) 

Don't know       
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7.3 

Council have been made aware of all water safety 

plan related issues (including those identified via the 

Blue Drop Certification programme) and issues have 

been actioned (where applicable). 

Yes, strongly agree 

(i.e. all (100%) 

tabled) 

Mostly agree (i.e. 

>75% tabled) 

Agree somewhat 

(i.e. >50% tabled) 
<50% tabled 

Issues noted 

but none tabled 

(i.e. 0%) 

Not applicable (no 

issues requiring 

council resolution 

exist) 

Don't know     

7.4 

Sufficient funds have been made available to 

address all these identified water safety related 

issues.  

Yes, strongly agree 

(i.e. 100% of required 

funds) 

Mostly agree (i.e. 

>75% of required 

funds) 

Agree somewhat 

(i.e. >50% of 

required funds) 

<50% of required 

funds 

Issues noted 

but no funds 

(i.e. 0%) 

Not applicable (no 

issues requiring 

funding exist) 

Don't know     

7.5 

Required corrective actions/remedial measures to 

address all these identified water safety related 

issues have been successfully implemented. 

Yes, strongly agree 

(i.e. 100% 

implementation) 

Mostly agree (i.e. 

>75% 

implementation) 

Agree somewhat 

(i.e. >50% 

implementation) 

<50% 

implementation 

Issues noted 

but no 

implementation 

(i.e. 0%) 

Not applicable (no 

issues requiring 

corrective actions 

exist) 

Don't know     

8. Basic Sanitation Answers                 

8.1 
 You have formal housing areas that are not fully 

serviced with sanitation infrastructure 

No, all formal areas 

are fully serviced (i.e. 

no bucket sanitation 

service) 

Yes, but these are 

new households that 

will be serviced 

within 2 years 

Yes, still trying to 

meet formal backlog 

but >90% are 

serviced 

Yes, still trying to 

meet formal 

backlog  60 - 90% 

are serviced 

Yes, still trying 

to meet formal 

backlog with 

<60% serviced 

Don't know       

8.2 
You have informal housing or rural areas that are 

not fully serviced with sanitation infrastructure 

No, all informal and 

rural areas are fully 

serviced  

We have no informal 

areas and rural areas 

are serviced 

Yes, but these are 

new households that 

will be serviced 

within 2 years 

Yes, still trying to 

meet informal or 

rural backlog but 

>90% are serviced 

Yes, still trying 

to meet 

informal or 

rural backlog  

with 60 - 90% 

serviced 

Yes, still trying to 

meet informal or 

rural backlog with 

<60% serviced 

Don't know     

8.3 

You have a detailed plan and programme to provide 

safe sanitation to all households (including health 

and hygiene education and user awareness including 

Water, Sanitation and Health (WASH) aspects) 

Yes, strongly agree 

(i.e. 100% 

implementation) 

Mostly agree (i.e. 

>75% 

implementation) 

Agree somewhat 

(i.e. >50% 

implementation) 

<50% 

implementation 

No 

implementation 

(i.e. 0%) 

Don't know Not applicable     

8.4 
Your sanitation budget is appropriate for required 

sanitation programmes (implementation and O&M) 

Yes, strongly agree 

(i.e. 100% of required 

funds) 

Some shortfall (i.e. 

>75% of required 

funds) 

Disagree, significant 

shortfall (50-75% of 

required funds) 

Serious 

underfunding 

(<50% of required 

funds) 

No funds (i.e. 

0%) 
Don't know Not applicable     

8.5 

You are servicing your pit latrines and maintaining 

your sewers and wastewater treatment facilities as 

per safe sanitation requirements (healthy, 

environmentally safe, structurally sound, regularly 

maintained). 

Yes, 100% as per 

requirements 

Mostly agree (i.e. 

>75% as per 

requirements) 

Agree somewhat 

(i.e. >50% as per 

requirements) 

No, we only 

manage to service 

<50% of the 

sanitation 

infrastructure 

No, we have 

serious 

shortfalls in the 

servicing of 

sanitation 

infrastructure 

(i.e.<20 %) 

Don't know Not applicable     

9. Wastewater/Environmental Safety & Regulatory 

Compliance 
Answers                 

9.1 

Please indicate your treated wastewater effluent 

compliance for COD for your (or your service 

provider's) WWTWs for the last 12 months.   

>95% 90% - 95% 80% - <90% <80% Don't know        

9.2 

ALL your WWTWs, process controllers, monitoring 

programmes, sample points, laboratories, results, 

procedures, protocols, etc. are registered/frequently 

updated with the Regulator (e.g. via the GDS). 

Yes, strongly agree 

(i.e. 100% 

registered/updated) 

Mostly agree (i.e. 

>75% 

registered/updated) 

Agree somewhat 

(i.e. >50% 

registered/updated) 

< 50% 

registered/update

d 

None 

registered/upd

ated (i.e. 0%) 

Don't know       

9.3 

Council have been aware of all W2RAP related issues 

(e.g. pollution incidents, Green Drop deficiencies) 

and issues have been actioned (where applicable). 

Yes, strongly agree 

(i.e. all (100%) 

tabled) 

Mostly agree (i.e. 

>75% tabled) 

Agree somewhat 

(i.e. >50% tabled) 
< 50% tabled 

Issues noted 

but none tabled 

(i.e. 0%) 

Not applicable (no 

issues requiring 

council resolution 

exist) 

Don't know     

9.4 

Sufficient funds have been made available to 

address all identified wastewater and environmental 

safety related issues. 

Yes, strongly agree 

(i.e. 100% of required 

funds) 

Mostly agree (i.e. 

>75% of required 

funds) 

Agree somewhat 

(i.e. >50% of 

required funds) 

< 50% of required 

funds 

Issues noted 

but no funds 

(i.e. 0%) 

Not applicable (no 

issues requiring 

funding exist) 

Don't know     



Municipal Strategic Self-Assessment of WSAs in KwaZulu-Natal   Final Draft Report     59 

 

MuSSA 2015 KwaZulu-Natal Final Draft Report   November 2015 

9.5 

Required corrective actions/remedial measures to 

address all identified wastewater and environmental 

safety related issues have been successfully 

implemented. 

Yes, strongly agree 

(i.e. 100% 

implementation) 

Mostly agree (i.e. 

>75% 

implementation) 

Agree somewhat 

(i.e. >50% 

implementation) 

<50% 

implementation 

Issues noted 

but no 

implementation 

(i.e. 0%) 

Not applicable (no 

issues requiring 

corrective actions 

exist) 

Don't know     

10. Infrastructure Asset Management (IAM) Answers                 

10.1 

You have an appropriate and up-to-date water and 

sanitation services Asset Register (includes asset 

name, location, condition, extent, remaining useful 

life, performance and risk). NOTE: This does only not 

refer to GRAP17 asset register requirements. 

Yes, strongly agree 

(e.g. advanced asset 

register) 

Yes, agree (e.g. basic 

asset register - i.e. 

not all aspects 

included) 

Not ideal (e.g. 

outdated asset 

register) 

No, disagree (i.e. 

no asset register) 
Don't know         

10.2 
You have developed an appropriate Infrastructure 

Asset Management (IAM) Plan for your WSA.  
Yes, strongly agree 

In place, but not 

ideal 
No, disagree Don't know           

10.3 You are implementing the IAM outcomes 

Yes, strongly agree 

(i.e. 100% 

implementation) 

Mostly agree (i.e. 

>75% 

implementation) 

Agree somewhat 

(i.e. >50% 

implementation) 

< 50% 

implementation 

No 

implementation 

(i.e. 0%) 

Don't know       

10.4 
Budget allocated to implement IAM outcomes is 

sufficient and is being effectively spent. 

Yes, strongly agree 

(i.e. 100%) 

Mostly agree (i.e. 

>75%) 

Agree somewhat 

(i.e. >50%) 
< 50%  No (i.e. 0%) Don't know       

10.5 

You conduct annual technical assessments of your 

water and wastewater related systems (including 

sources, WTWs, WWTWs, pump stations, network, 

etc.) and implement required follow-up actions. 

Yes, all systems (i.e. 

100%) 

Most systems (i.e. 

>75%) 

Some systems (i.e. > 

50%) 
< 50% systems 

No systems (i.e. 

0%) 
Don't know Not applicable     

11. Operation & Maintenance of Assets Answers                 

11.1 

A maintenance workshop/store that is secure and 

stocked with essential equipment (e.g. spare parts) 

and tools is available. 

Yes, strongly agree 
In place, but not 

ideal 
No, disagree Don't know           

11.2 

Appropriate water and sanitation services 

infrastructure/equipment planned/preventative 

maintenance schedules are developed. 

Yes, strongly agree 
In place, but not 

ideal 
No, disagree Don't know          

11.3 

Appropriate planned/preventative maintenance is 

performed at all WTWs and associated reservoirs, 

pump stations, distribution network. 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know       

11.4 

Appropriate planned/preventative maintenance is 

performed at all WWTWs and associated collection 

system, pump stations. 

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know       

11.5 

Please indicate your infrastructure repairs and 

maintenance costs as a function of total operating 

expenditure (%). 

<5%  5% - <8% 8% - <10% 10% - <15% 15% or more Don't know       

12. Financial Management Answers                 

12.1 

Financial controls - With regard to your last audit 

report on the financial statements, please state the 

audit opinion. 

Clean audit outcome 

(i.e. unqualified with 

no findings) 

Financially 

unqualified audit 

opinion (with 

findings) 

Qualified audit 

opinion 

Disclaimer of 

audit opinion 

Adverse audit 

opinion 
Don't know       

12.2 

Cash flow status - Please state your Cash/Cost 

Coverage Ratio (excluding Unspent Conditional 

Grants) 

> 90 days 60 - 90 days 30 - 60 days < 30 days  Don't know        

12.3 

Your actual operating expenditure closely reflects 

your budgeted operating expenditure (i.e. Operating 

Expenditure Budget Implementation Indicator) 

95% - 100% 90% - <95% 85% - <90% 80% - <85% <80% Don't know       

12.4 

Your actual revenue closely reflects your budgeted 

operating revenue (i.e. Operating Revenue Budget 

Implementation Indicator) 

95% - 100% 90% - <95% 85% - <90% 80% - <85% <80% Don't know       



Municipal Strategic Self-Assessment of WSAs in KwaZulu-Natal   Final Draft Report     60 

 

MuSSA 2015 KwaZulu-Natal Final Draft Report   November 2015 

12.5 

Liabilities (Creditors) - Money is owed by your 

municipality to major/critical service providers (e.g. 

ESKOM, Water Board, largest contractors, etc.) for 

more than 30 days from receipt of invoice (NOTE: 

Ignore disputed invoices) 

Never Once per year Twice per year Once per quarter 

More 

frequently than 

quarterly 

Don't know       

13. Revenue Collection Answers                 

13.1 

Please indicate the frequency of actual meter 

readings. 
Actual meter reading 

on a monthly basis  

Actual meter reading 

at least every 2nd 

month 

Meter reading at 

least on a quarterly 

basis  

Meter reading less 

frequently than 

quarterly  

Don't know         

13.2 

Net Surplus/Deficit - Please state your net 

surplus/deficit from water services activities for the 

last 12 months (NOTE: This question tests whether 

your WSA currently has fully cost reflective Water 

and Sanitation tariffs (which take into account cost 

of maintenance and renewal of purification plants 

and networks, and the cost of new infrastructure).  

Surplus (i.e. >0%) Breakeven (i.e. = 0%) Net deficit (i.e. <0%) Don't know          

13.3 

Revenue collection - Please state the revenue 

collection rate in respect to Water & Sanitation 

Services (%) 

<50% 50% - <70% 70% - <80% 80% - <95% 95% or more Don't know       

13.4 

Revenue Growth - Please state your Water and 

Sanitation Services revenue growth for the last 12 

months (%). 

>CPI Equals CPI <CPI, but >0% 
Negative growth 

(-ve) 
Don't know         

13.5 

Grant dependency - Actual operating revenue less 

operational grants/subsidies (e.g. equitable share) 

sufficiently covers actual operating expenditure.  

Yes, All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know       

14. Financial Asset Management Answers                 

14.1 

Capital Expenditure (Municipal) - Please state your 

municipal Capital Expenditure as a percentage of 

Total Expenditure (i.e. Total Operating Expenditure + 

Capital Expenditure) 

<5% 5% - <10% 10% - <15% 15% - <20% 20% or more Don't know      

14.2 

Capital Expenditure (Water Services) - Please state 

your Capital Expenditure on Water and Sanitation 

Services as a percentage of Total Capital Expenditure 

(Capital Expenditure (Municipal)) 

<25%  25% - <50% 50% - <75% 75% or more Don't know         

14.3 
Asset Renewal - Please state your Asset Renewal 

investment as percentage of Depreciation costs 
100% >90%  >75%  >50%  <50%  None (i.e. 0%) Don't know     

14.4 

Repairs and Maintenance - Please state your Repairs 

and Maintenance expenditure as a percentage of 

Property, Plant and Equipment, Investment Property 

(Carrying Value) 

<5%  5% - <8% 8% - <10% 10% or more Don't know         

14.5 
Grant funding of capital expenditure - Please state 

your reliance on grant funding  
>90% > 75% >50% <50% Don't know         

15. Information Management (IT) Answers                 

15.1 

You have a developed, approved and implemented 

IT Master Systems Plan (e.g. covering 3 - 5 years) 

that addresses your IT business requirements. 

Yes, developed, 

approved and being 

implemented 

Developed and 

approved, but not 

yet implemented 

Developed but not 

yet approved or 

implemented 

In development No, disagree Don't know       

15.2 

You have a developed, approved and implemented 

ICT Technology Master Plan that addresses your 

current and future IT infrastructure requirements. 

Yes, developed, 

approved and being 

implemented 

Developed and 

approved, but not 

yet implemented 

Developed but not 

yet approved or 

implemented 

In development No, disagree Don't know       
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15.3 

You have IT systems that support your full range of 

water and sanitation services business requirements 

(e.g. billing, GIS, customer care, O&M, asset 

management). 

Yes, strongly agree 

(i.e. 100% of required 

systems) 

Mostly agree (i.e. 

>75% of required 

systems) 

Agree somewhat 

(i.e. >50% of 

required systems) 

< 50% of required 

systems 

None (i.e. 0% of 

required 

systems) 

Don't know       

15.4 

ICT service continuity - Adequate IT security exists 

with off-site back-ups/archiving of operation critical 

applications, databases, data, etc. routinely 

performed in terms of an IT Disaster Recovery Plan.  

Yes, strongly agree 

(i.e. All (100%) in 

place) 

Mostly agree (i.e. 

>75% in place) 

Agree somewhat 

(i.e. >50% in place) 
< 50% in place 

Nothing in 

place (i.e. 0%) 
Don't know       

15.5 

You have sufficient budget and staff to keep key IT 

systems stable and up-to-date as per IT policies and 

procedures. 

Yes, strongly agree 

(i.e. 100%) 

Mostly agree (i.e. 

>75%) 

Agree somewhat 

(i.e. >50%) 
< 50%  No (i.e. 0%) Don't know       

16. Organisational Performance Monitoring Answers                 

16.1 

Appropriate plans, policies and procedures to 

address Disaster Management/emergencies and 

other issues (safety, public participation, 

communication, etc.) are developed and 

implemented. NOTE: Although Disaster 

Management is a district function, LMs need to 

ensure they are aware of their associated roles and 

responsibilities.  

Yes, developed and 

implemented 

Developed but not 

yet implemented 
In development No, disagree Don't know         

16.2 

An organisational performance management system 

is developed and implemented (i.e. effectively 

measure, monitor and track water and sanitation 

services performance indicators). 

Yes, developed and 

implemented 

Developed but not 

yet implemented 
In development No, disagree Don't know         

16.3 

A municipal risk management framework is 

developed and implemented and includes 

monitoring and tracking of water and sanitation 

related risks. 

Yes, developed and 

implemented and 

includes water and 

sanitation related 

risks 

Yes, developed and 

implemented but 

does not include 

water and sanitation 

related risks 

Developed but not 

yet implemented 
In development No, disagree Don't know       

16.4 

Effective administration support is available to 

technical staff to assist with processing work orders, 

providing order numbers, handling correspondence, 

etc. 

Yes, strongly agree 

(i.e. 100% effective) 

Mostly agree (i.e. 

>75% effective) 

Agree somewhat 

(i.e. >50% effective) 
< 50% effective 

No, completely 

ineffective (i.e. 

0%) 

Don't know       

16.5 

"Access to Basic Water and Sanitation Services" 

progress reports are frequently produced and 

presented to council for discussion, action and 

follow-up. 

At least quarterly At least bi-annually At least annually 
Less frequently 

(i.e. > 1 year) 
No, never  Don't know       

17. Water and Sanitation Service Quality Answers                 

17.1 

Critical business databases and documents (e.g. as-

built drawings, records, manuals, agreements, 

billing/revenue collection, project and scheme 

management data, etc.) are current, maintained and 

stored in secure locations (on-site and off-site, both 

paper and electronic). 

Yes, strongly agree 

(i.e. 100% in place) 

Mostly agree (i.e. 

>75% in place) 

Agree somewhat 

(i.e. >50% in place) 
< 50% in place 

Nothing in 

place (i.e. 0%) 
Don't know       

17.2 

Customers have adequate access to water (at least 

basic services and no backlogs, sufficient quantity 

and flow, good quality, minimal interruptions). 

Yes, all have a 

functional service 

(i.e. 100%) 

At least 90% have a 

functional service 

Most have a 

functional service 

(i.e. >75%) 

Some have a 

functional service 

(i.e. > 50%) 

< 50% of 

customers have 

a functional 

service 

None have a 

functional service 

(i.e. 0%) 

Don't know     

17.3 

Customers have adequate access to sanitation (at 

least basic services and no backlogs, no blockages, 

minimal impact on environment). 

Yes, all have a 

functional service 

(i.e. 100%) 

At least 90% have a 

functional service 

Most have a 

functional service 

(i.e. >75%) 

Some have a 

functional service 

(i.e. > 50%) 

< 50% of 

customers have 

a functional 

service 

None have a 

functional service 

(i.e. 0%) 

Don't know     
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17.4 

All consumers served experience interruptions of 

less than 48 hours (at any given time) and a 

cumulative interruption time during the year of less 

than 15 days. 

Yes, All (i.e. 100%)  >90% of households >75% of households 
>50% of 

households 

<50% of 

households 
None (i.e. 0%) Don't know     

17.5 

Households in your WSA experience water pressure 

problems (no flow/partial flow less than 10 

litres/minute) (not to be confused with interruption 

to supply). 

No, None (i.e. 0%) < 10% of households < 25% of households 
< 50% of 

households 

> 50% of 

households 
All (i.e. 100%) Don't know     

18. Customer Care (CRM) Answers                 

18.1 

A functional customer service system manned by 

appropriate customer services representatives and 

using a complaints register, is in place to address 

complaints and appropriately inform customers of 

service interruptions, contamination of water, boil 

water alert, etc. 

Yes, strongly agree 
In place, but not 

ideal 
No, disagree Don't know           

18.2 

Regular customer satisfaction surveys are conducted 

to determine customer satisfaction levels and inform 

the Customer Care Management Plan 

Bi-annual (i.e. twice 

per year) customer 

satisfaction surveys 

Annual customer 

satisfaction surveys 

Biennial (i.e. every 

2nd year) customer 

satisfaction surveys 

Less frequent 

customer 

satisfaction 

surveys (i.e. > 2 

years) 

No customer 

satisfaction 

surveys 

Don't know       

18.3 

Please indicate what percentage of the reported 

water related complaints/callouts are responded to 

within 24 hours. 

All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know       

18.4 

Please indicate what percentage of the reported 

wastewater/sanitation related complaints/callouts 

are responded to within 24 hours. 

All (i.e. 100%) Most (i.e. >75%) Some (i.e. > 50%) < 50% None (i.e. 0%) Don't know       

18.5 

A comprehensive customer awareness programme 

(informing customers of water and wastewater 

system O&M activities, water quality, resource 

protection/pollution, reporting incidents/security 

concerns, etc.) is in place and implemented.  

Yes, strongly agree 
In place, but not 

ideal 

No, disagree (i.e. no 

awareness 

programme) 

Don't know           

 

 

 


