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“Customer” means the owner or occupier of property or premises, liable to the
Council for payment of a Municipal Account or part thereof;

“Delegated” means delegated in terms of section 59 of the Municipal Systems
Act, 2000 as amended:;

“Greater Tzaneen Municipality” means such municipality established in terms
of section 12 of the Local Government Municipal Structures Act, 1998 (Act 117 of
1998);

“Illegal Connection™ means any connection or reconnection of a Property or
Premises to the water and/or electricity reticulation network of the municipality, in
contravention of this By-Law, any other by-law of the municipality, Act or

Regulation;

“indigent” means a household who cannot afford to make a full monetary

contribution towards rates and service charges as determined by council;

“Municipal Account” means an account in terms of section 3 of this Policy;

“Municipal Systems Act” means the Local Government Municipal Systems Act,
2000 (Act 32 of 2000) as amended;

“Municipality” refers to the Greater Tzaneen Municipality;

“National Credit Act” refers to the National Credit Act, No 34 of 2005

“Notice of New Occupier” means a form to be completed by an owner of a

property notifying the municipality about a new occupier of his/her property;
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2(4) Provide for conditions pertaining to the supply of services and the
discontinuation thereof;

2(5) Provide for mechanisms whereby accounts or metered services are
gueried or verified and for written objections;

2(6) To make provision for indigent support;

2(7) To provide for mechanisms where irrecoverable debts are written off;

2(8) To provide for penalties for non-compliance with this Policy.
3. CUSTOMER CARE AND MANAGEMENT

3(1) The municipality shall conduct itself towards its customers in a manner
that it is stipulated in section 95 of the Municipal Systems Act, 2000 which
requires the municipality to, within its financial and administrative capacity;
(a) establish a sound customer management system that aims to

create positive and reciprocal relationship between persons liable
for the payments for municipal services and the municipality;

(b) establish mechanisms for users of services and ratepayers to give
feedback to the municipality regarding the quality of the services
and the performance of the municipality;

(c) take reasonable 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 utilised;

(d)  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;
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5(2)

5(3)

5(4)

5(5)

Such an agreement shall be entered into by both the owner and occupier,
where applicable. The owner shall bind himself/herself as surety and co-
principal debtor in favour of the municipality for the fulfiiment of the
obligations of the occupier towards the municipality;

The owner and occupier shall be jointly and severally liable for payment of

all services charges. It is the duty of the owner to ensure that at all times

that the occupier of the premises are not in arrears with payments, but the

Municipality shall within its financial and human resource constraints,

make an endeavour to inform the owner of the performance by the

occupier in terms of the agreement.

In case of service agreement by business entities, inciuding but not limited

to frusts, companies, close corporations, partnerships, sole proprietors

and voluntary associations the municipality may require the agreement to
be accompanied by any one or more or all of the following:

(@) A resolution whereby authority to enter into the agreement is
delegated to the signatory;

(b) The business entity’'s registration number or [D number, if
applicable;

(c) The names, addresses and all relevant contact particulars of all the
businesses’ directors or members or trustees or proprietors or
partners or executive members;

(d) That any one or more or all partners/members/directors/trustees
must sign as surety and co-principal debtor for the due fulfilment of
all the obligations of the business entity;

(&) That the signatory to the agreement warrants that he/she is duly
authorised to do so, that all information supplied is true and correct
and shall further warrant that the business is not trading in insolvent

circumstances.

The Owner must inform the municipality of the vacation of the property or

premise by an occupier on or before the date of vacation or as soon
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6(6)

6(7)

6(8)

6(9)

6(10)

6(11)

The security deposit may vary according to the credit rating of the
customer as assessed by the municipality. The security deposits will be
determined as follows depending on the grouping of the customer:;

(@  The security deposit for a customer with a good credit rating shall
be determined and set to cover one month consumption charges
which shall include water and electricity consumption;

(b)  The security deposit for a customer with moderate credit rating
shall be determined and set to cover an aggregate of two months
consumption charges which shall include water and electricity
consumption; and

(c) For a customer with bad credit rating, the security deposit shall be
determined and set to cover an aggregate of three months
consumption charges which shall include water and electricity
consumption.

The municipality shall review the security deposit on an annually basis in

terms of the annual budget process. Any increase or decrease on security

deposit shall be reflected on the municipal account of the customer.

Upon termination of the service agreement the amount of the deposit less

any outstanding amounts due will be refunded to the customer.

No interest shall be payable to the customer on deposits heid by the

municipality.

Should the customer wish to appeal against a decision of the Chief

Financial Officer in terms of subsections 6(3) and 6(6), the customer may

submit an appeal and reasons in writing to the Municipal Manager, within

twenty one (21) days from the date on which the customer is notified of the
determination of the Chief Financial Officer meant on the above
subsections.

The Municipal Manager shall consider the appeal within six weeks from

the date of the appeal and shall notify the customer of his or her decision

within a reasonable time thereafter.
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8(2)

9(1)

9(2)

9(3)

10.

10(1)

10(2)

10(3)

(c) It the Occupier is an Association with legal personé, the members
of the, Association shall agree to be jointly and severally liable for
payment in terms of the Service Agreement, if the Association fails
to make such payment.

Any Service Agreement signed by a person on behalf of a legal person in

section 8(1) above must be accompanied by a resolution authorizing such

person to sign on behalf of the legal person.
INTEREST

The municipality shall levy interest on any amount due and in arrears, in
terms of section 75A (1) (b) of the Municipal Systems Act.

The interest charged on a default amount shall not in aggregate, exceed
the unpaid balance of the principal debt as at the time that the default
occurs in terms of Section 103(5) of the National Credit Act, 2005.

The interest rate to be charged on overdue amount on property rates shall
be set at prime rate plus one percent (1%) as stipulated on Government
Gazette No. 28113 (Notice 1856 of 2005).

DISHONOURED PAYMENTS

Should any payment made to the municipality by cheque or other
negotiable instrument, be dishonored by the financial institution on which it
is drawn, the municipality may levy such collection charge against the
Municipal Account to which the payment relates, as determined by the
Council in terms of section 75A (2) of the Municipal Systems Act.

Any dishonoured payment meant in section 10(1) due to insufficient funds
with the financial institution on which it is drawn, will be sufficient grounds
for a review of the credit rating of the Customer in terms of section 6(1).
The Chief Financial Officer may determine not to accept a cheque or

other, negotiable instrument as payment from a Customer, other-than a

11
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12. SETTLEMENT OF ACCOUNT

12(1) An amount tendered as payment against a Municipal Account will, if not
representative of the full balance of such account on date of payment, be
deemed not to be accepted a full and final payment of the amount due and
payable on that date or any future date, unless so authorized by the Chief
Financial Officer in writing.

12(2) An amount tendered as payment against a Municipal Account will, if less
than the outstanding balance, be credited pro rata to the longest
outstanding debt items reflected on such account subject thereto that the
Chief Financial Officer may direct otherwise.

12 (3) If an amount due and payable in terms of the Municipal Account is in
arrears and the amount fendered is less than the balance reflected on
such account, the payment will be credited against such items on the

Municipal Account as the Chief Financia! Officer may direct.

13. CERTIFICATION

A certificate issued under the signature of the Chief Financial Officer, will be
prima facie evidence of the amount or amounts due and payable to the Council
as reflected in such certificate, by the Customer indicated in the certificate, and
will upon production thereof in a court of law, be accepted as prima fade
evidence of the contents thereof. Council will not be obliged to prove the

appointment and authority of the Chief Financial Officer.
14. COLLECTION COSTS
14(1) All legal cost incurred by the Council for the recovery of arrear amounts,

due and. payable in terms of the Municipal Account, will be a debited
against the Municipal Account, including any tracing cost and attorney’s

13
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16(2)

16(3)

17.-

18.

18(1)

18(2)

payment of such arrear amount on or before a date specified in such letter
of demand.

Failure by the Council to cause the delivery of the letter of demand in
subsection (1), or the Customer not receiving such letter of demand, for
whatever reason, will not prevent the Council from instituting further
process for the recovery of any arrear debt or constitute a defense against
a claim instituted for the recovery of any arrear payment.

The Council may charge a tariff for the delivery of a letter of demand in
subsection (1), as determined by the Council in terms, of section 75A (2)

of the Municipal Systems Act.

DEBT COLLECTORS

The Municipality may appoint a debt collector agent or agents to collect on
its behalf, arrear payments from Customers, and to take such legal steps

necessary to give effect to such debt collection.
ATTORNEYS

The Council may, at any time, appoiht attorneys to institute or proceed
with legal proceedings or appeal proceedings, against a Customer, {o
recover any amount due for payment by such customer, including the
enforcement of the Acknowledgement of Debt.

The Municipal Manager or a member of staff delegated by him or her, may
appoint and give any instruction to an attorney and if prudent, iegal
council, to give effect to subsection (1), and further to depose of or require
any person to depose of an affidavit, to give evidence and fo produce any

document, for the purpose of such legal proceedings.
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20(4)

20(5)

20(6)

20(7)

20(8)

20(9)

The application for payment extension shall be considered by the Credit
Extension Committee to be chaired by an official delegated by the Chief
Financial Officer, the Committee shall comprise of the representatives of
the following departments;

(a) Electrical Services Department;

(b)  Community Services Department;

(c) Civil Engineering Department; and

(d)  Financial Services Department.

The Chief Financial Officer shall consider the application within fourteen
(14) days based on the recommendations of the Committee referred to in
Section 20(4).

The decision regarding the period of extension, the amount or installment
amounts to be paid and any other terms and conditions which are deemed
necessary shail made in terms of Section 20(3).

The Chief Financial Officer shall, on request of the customer provide
reasons for refusing payment extension.

Should the Customer wish to appeal against a decision of the Chief
Financial Officer not to allow an extension applied for in terms of
subsection (1) or any term or condition relating to an extension granted by
the Chief Financial Officer, the Customer may submit an appeal and
reasons in writing to the Municipal Manager, within twenty one (21) days
from the date on which the Customer is notified of the decision of the
Chief Financial Officer referred to in Section 20(5).

The Municipal Manager must consider the appeal within fourteen (14)
days from the date of the appeal and must notify the Customer of the

decision within a reasonable time thereafter.

20(10)An extension of time for payment granted in terms of this section, is

subject to the Customer signing the Acknowledgment of Debt.
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21(4)

22.

22(1)

22(2)

23.

23(1)

23(2)

H The amount outstanding is the residue of the payment of a dividend
from an insolvent estate or where there is a danger of contribution
in proving a claim against the insolvent estate.

(@) If the debt outstanding cannot be proved:

(h)  The outstanding amount is due to an administrative error by the
municipality; and

(i) by Council resolution on good cause shown or as per delegation
system of the municipality

Notwithstanding the above the municipality shall be under no obligation to

write off any particular debt.

OFFICIAL LANGUAGE AND ILLITERATE PERSONS

The municipality shall make an endeavor to provide any document that is
referred to in this Policy in an official language that the customer can read

or understand,

The municipality shall delegate a member or members of its staff to assist
any person who is illiterate or for any other reason, requires assistance to
complete any form prescribed or other document required in terms of this
Policy, or to read or interpret any account, notice or document issued in

this regard.

DISPUTES

A Customer who disputes a Municipal Account must submit such dispute
in writing to the Chief Financial Officer, stating the reasons for such
dispute and any relevant facts, information or representation which the
Chief Financial Officer should consider to resolve such dispute.

A dispute submitted in terms of section 23(1), shall not stop or defer the

continuation of any legal proceedings already instituted, for the recovery of
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