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PROJECT SCOPE AND CHALLENGES

PROJECT SCOPE
Reduction of debtors book - R 6.2 billion

MAIN FOCUS AREAS

— Apply Credit Control action on immediate
defaulters to limit potential new debt growth

— Apply debt collection strategies on the debt book.
— Reversal of incorrect billing
— Write off of prescribed debt



PROJECT SCOPE AND CHALLENGES

CHALLENGES

DEBT COLLECTION

Segmentation of the debtors book

Analyzing effective methods of debt collection
Quantifying losses in Revenue as a result of interim readings
Identify and prioritize Revenue recovery opportunities
Levy correct rates

New approaches

Low collection

Queries

EAP (Economically Active Persons)

Write off (Prescribed debt / Bad Debt)

Tracking and tracing of consumers

Tenants vs Owners accounts

VVVVVVVYVYVVYVY



PROJECT SCOPE AND CHALLENGES
Segmentation of Debtors Book
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PROJECT SCOPE AND CHALLENGES
Debtors book statistics

Active accounts 871 459 R7075773 444
Inactive accounts 692 748 R 430057 030

Interim Billing
— Total number of accounts 40 431
- Total outstanding balance R 1177 405 885

Social Packages

- Indigents 104 218
- Reathusa 3332
- Gcin'amanzi project
Total number of stands 214 130 Installed meters 103 500 (48%)

Under Serviced Townships
— Total number of townships effected 779

Identified - Prescribed debt
- Biggest amount is 3 years and older R 2691 000 000

Biggest portion of debt = Rates & Taxes



PROJECT SCOPE AND CHALLENGES
Payment Profile

O Payments within 3 Years B Payments over 3 Years




PROJECT SCOPE AND CHALLENGES
Methods of Debt Collection

Outbound Collection (Call centre)

Termination of Services

Offering of alternative payment plans
Offering of social grants

Collection by Legal action

Transfer of properties (Clearance certificate)



PROJECT SCOPE AND CHALLENGES
Methods of Debt Collection

Collections by Category

O Clearances

l Telephone

O Legal

O Disconnection
W MNommnal

O Departmental
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premisses

Any other place ~
CONSUMer expense
Ordinary mail

Fax

E-mail

Printable web-page

debt review

The court has determined that the consumer is not
over-indebted
A court has
arrangement
Consumer and COJ have come to an agreement
rearranging the consumers obligations.

Consumer defaults on the re-arrangement itself.

indeed made an order of re-

Customer Liaison
{Linking of accounts)

Deposit paid / No billing
occured

Wrong Address Distribution

Data Management
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It was decided under the Hire-Purchase Act (36 of 1942) that a natice which did not reach the customer (buyer) was
still effective if it had been SENT in accordance with the Act. [ Fitzgerald v Weastern Agencies 1968 (1) SA 288 (T)

“No Go"
(Excl — Businesses (20), Shops (B), Rd Cheques (UQ)

on hold - pending further investigations.
Refer client accounts or query to relevant person or
depariment.
Accounts fully pald or arrangements entered into.

Pega
Advise client to pay within 14 days if query is resolved,

3 Accounts handed over to Atterneys for Collection

4. Attormeys

Arrangements done or full payment done

Chaque payments lo attomeys
Chegue payments to council
Further instructions to attormeys that may lead to stopping,
pending or proceeding with Legal action




PROJECT SCOPE AND CHALLENGES
External Collectors
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CHALLENGES

PROJECT SCOPE AND CHALLENGES

DEBT COLLECTION

Write off

»  Prescribed debt

» Bad Debt

|dentify all accounts that are dormant
Services on all accounts older than 36 month

All debtors that cannot be traced

All legal and other measures have been exhausted, but there is still a balance of the
debt remaining

Recovery of the debt will be uneconomical
Recovery would cause undue hardship to the debtor or his / her dependants

It would be an advantage to the municipality to effect a settlement of its claim or to
waive the claim



PROJECT SCOPE AND CHALLENGES

CHALLENGES

CREDIT CONTROL

Strategies for managing high risk customers

Effective and Efficient credit control policies (SLA’s / Cut offs)
AMR (Automated Meter Reading)

Revenue loss management

Incentivised schemes (Indigency / Reathusa)

Prepayment solutions

Inability to read meters

NCA (National Credit Act)

MPRA (Municipal Property Rates Act)

VVVYVYVYYVYYVYYVYY
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PROJECT SCOPE AND CHALLENGES

CHALLENGES

CREDIT VETTING

Strategies for managing high risk customers
Interact with Credit Bureaus
Increase deposits

Build Credit Scorecard for the City

YV V V VY VY

Create credit profiles of the customers.
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Introduce Third Party Payments

SAME DAY SERVICE. ag&gag

NOW AVAILABLE = INTRODUCING 213 kﬂ;zzﬂ
THROUGH ABSA R avsTopAy FOR R EN S
ONLINE. *-g*g‘«g YOUR MUNICIPAL  ‘jic’ feur e

- SERVICES. e
"Hﬂ“@‘ﬂ“ﬂ‘g%gﬂ*ﬂiﬂ =

MNow you can pay for municipal services at any of the 213 post offices throughout
Johannesburg. It's easy and quick. For information. visit the Post Office or call
Joburg Connect at (011) 375 5555,

The diffare =en paying yau today and in twe days’ s the
letter of demand you might get in between. That wh,werehelp ng our customers

L
pay their municipal service accounts inline. | ‘
i (o]
Let the city work for you | ]OIOUrg Let the city work for you ]o our_-’ m”

Q:“
= PAYING FOR YOUR MONTHLY SERVICES HAS NEVER BEEN EASIER.

c%

ABSA  Pa1NG FOR YOUR MONTHLY SERVICES HAS NEVER BEEN EASIER

www.Joburg.org.za

PAYING YOUR MUNICIPAL ACCOUNT
HAS NEVER BEEN EASIER

Essyray A Qs Checkers v
- SBsa =IED G liper
(gl =Lostle; Pocite OXme poRMT comm PN

* Remember to take along your statement

Let the city work for you

]ngurg

i e -
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OPPORTUNITIES AND CHALLENGES
IN DATA INTEGRITY

OPPORTUNITIES

* Availability of technology

CHALLENGES

Impact of Identity numbers and addresses
Returned mail
Loss of Revenue
Meter issues
— Duplication of meters
— Incorrect meter readings
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OPPORTUNITIES AND CHALLENGES
IN DATA INTEGRITY

Split of Accounts With and Without 1.D

ENo LD mWith |.D
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OPPORTUNITIES AND CHALLENGES IN DATA
INTEGRITY = Update your details campaign

Johurg

Loocking for
your municipal

Tha City of Johanneshurg Bcehes numeros: Beumal slam s
e incore) adfiesa. Lpdte your adisss and hdp s keep in
s ety

uarupdit your detals
by phoner il 755655
bykec 0% BIET

by el shanaments@iobung ong 12

l_M-n
m

The City of Johannesburg receives numerous
returned statements due to

incorrect addresses.

Flease help us keep in touch by posting us your updated information:

The Billing Department, PO Box 5000, Johannesburg, 2000
orvisit your nearest People’s Centre. —-'—\
o

Al account holders must:

» fign tha raquest {o update thelr | » Whens o peopie ar reporabla | +1n the csaot 3 compary, a1 For mor Infomation:
o fr the acunt, both scount documents ihoukd e scompanied | Visit:warwoburg.ong 2=

2 !ju(o
o eoiT | B e | SRS Call: 011 TP5 55 55, g 3

1 9 et i ch cpis ot thelr Ds. el statementsBjoburg.org. 5




ADDRESSING THE KEY ROLE OF UNIFORM
BILLING SYSTEM

City of Johannesburg’s pool of customers broken down into groups of customer types

Manage . ]
customer Platinum Indigents/

Interdepartme
Customers Special Cases

Government Commercial Industrial Employees ntal

Enquiries
Deposits
Treatment

Manage
Accounts

Billing and
Invoicing

Payments and Account .
. : Finance
Collections maintenace
—— perast Recon, To o
Third Party

Payments Misc. = =
Direct Debits Postings
Employee n
Deductions Ol Transfers
Returns
Refunds
Clarification
Bill and Invoice
Account Statement
Bill Inserts / Messages
Group Accounts
Bill and Invoice
Deviations
c (0]
29 Ee g g5 g 7 &
&= o= £ s o O3
o il o o o

Services and Property Taxes linked to Property and meter information broken down into regions and townships.

Electricity- Credit Water- Credit Sewerage Refuse Rates Property related
meters/Prepaid meter/Prepaid 9 Sundry charges

Manage
services
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ADDRESSING THE KEY ROLE OF UNIFORM
BILLING SYSTEM = Phakama Programme

Residents of Johannesburg

Improved service delivery

South Mca's Premle Horne
JoﬂANNESBURG

CIVIC THEATRE ﬂg

IDHANNESBURG ROADSACECY [ |
?

Call centres

M 1. Single revenue management value chain

4. New customer
service &
revenue
organisation

ee] 2. Single customer interface value chain

lele] 3. Single IT application to support both



ROLE OF CUSTOMER EDUCATION
Approach

List and define our audiences

Audit Perceptions

— Understand what they think of us and why

— Determine what we would like them to think of us
What messages will bridge the perception divide
What are effective tools to bridge the divide

How do we measure
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ROLE OF CUSTOMER EDUCATION

Through the City Buzz
Roadshows
Jozinet
Educate consumers on:
= Consumers legal obligation to pay accounts
= Emphasize negative consequences of non
payment
= Create a positive payment culture

23
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ROLE OF CUSTOMER EDUCATION
Customer Awareness

OUR CUSTOMER NEWSLETTER

In January 2006, the Department launched “City Buzz”, the first ever newsletter to be
sent regularly to customers.

It remains the only tool that directly and specifically targets the City’s revenue
customers.

The purpose for City Buzz is to produce a monthly communication to the City’s
publics that will inform, educate and create awareness of the various processes and
procedures relating to their municipal accounts.

The City Buzz is sent to about 625 000 households monthly.

In addition the newsletter is made available at all customer contact points in the city

(mainly Customer Service Centres).
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CITY BUZZ = What it looks like
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ROLE OF CUSTOMER EDUCATION
Customer Awareness = Statements by e-mail
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Younead to know that In future all new accounts
opened will be charged a deposit equal to the
average consumptien of two months' services. In
the past, there was a flat rate of R540 charged to
new accounts. This means some people will be
paylng more deposit to open thelr account and
some will pay less

Customers who have had thelr services cut off or
restricted will also have to pay the new depasit
applicable to thelr property (In addition to the
reconnection charges) before they will be
reconnected. Of course the outstanding amount
due must also be settled or arrangements made to
settle It.

The average deemed consumption for newy accounts
will be averaged and automatically regulated after
& months. Then the City will adjust the deposit and
reflect It on the account as elther a credit or a debit.

The schedule that determines the deposlt Is
essentlally as follows:

0 FEory
‘s avarage wl e imed, Mt

2 marer, T afes malnly To naw Pscs.
T T o
01T comastictach, Thiss mainy’

promises and & muftpllac oar 2 merde.

ROLE OF CUSTOMER EDUCATION

The Credit Control and

Debt Collection By-law was
promulgated in May 2005 and will
be implemented from

1* February 2006.

A copy of the Credit Control and Debt Collection
s avallable on the City's website at
oburg.org.za

For more Information please contact the Call
Cantre on (071) 375 5555 or visit your nearest
Reglonal Office.

Reverue Management Unit

Marketing and Communications Department
City of Johannesburg

2nd Floor Thusa House

&1 Jorissen Street, Braamfontein

PO Box 5000
Johannesburg

2000 m"
mandyw@joburg.org.za IGfrﬂr

HOUSE
IN ORDEE

Johurg

Joburg

Let the city wark foryou

ustomer Education - Exam

Had your water or power cut off or restricted

VoL ARE ACAY SUSIECT TO CRERIT CHIEOKE

le

The City will be implementing the Credit Contrel
amed Diebt Collection By-low from 15t February D006,

Applying for a new account?

due to non-payment?
AND THE HEW DEPOSIT SCHEDLLEY

Wit Eha CHy'swabttbs atwrere Joburg.org.z
arcall Joburg Connact ab 375 S55E5 for more informatian

& Trom thia Cioy's Farsen ke De pa rirrs ri
- huangym o gdé."';lmr Fezdas Ini :F::hr!



ROLE OF CUSTOMER EDUCATION
ustomer Education - Example

B N i
sy fresessy DO YOU QUALIFY
sston ooz FOR THE MUNICIPAL
ncama, apa s ponsioner,  SERVICES SUBSIDY?
a dabled person, an
Byl
recelving a state grant,
a child-headed housahold

oLCcY

municipal pzy-paint of
Padpio's Cantra

Taka yar grasn 54 D
back, & copy of your lskast
municipal acccunt, prack
afinccme {such as a pay
=iip, pansian card, disst iy
grant recard o an
affdawit from tha SA Folks
stating that you'rs
unsmpiayedl. ¥au will

b b3k the stae of your g
application whilst you wait.

L CASES P

Murniicipal Services Subeicky

14

For mora Information Ll
call Joburg Connoct on | e
@011 375 5555 [£r]

For mers infarmsticr on this policy srdd tha
Wiunici pal Sarvican wibidy plansa cal:

. etz ergas - of vBit wwwobug.org.m

Feoparna ey s s iy sl i s B B B
Maes Cormes 118 Liwvsiag Lervm, Wenwrsd om0 "
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ROLE OF CUSTOMER EDUCATION
Customer Education - Example

iVieet your
payments

If you can’t afford to make a once-off
payrment for your arrears on your
municipal account, talk to us. Don’t wait F I R s T
for letters of demand and for the bill to
mount befare you make arrangements
Te find out how we can help you, T H I N F I R T
call (011) 375 5555

Paying of your monthly services has

never been easier. Pay at any Municipal
ettt PAY UP OR PAY IT OFF

partners below:

or meet
]aburg Post Office W €% 222 WIth us

W daliver whatwer it akes. ABSA  ammmm A frisrelly mazsaga beought 1o you by City f lehannssbung Revanua Daparimant

 vecebd clam African chy

o call (@113 37E 5555,

Faplreg o1 pawe nmﬂ 18rwiids bt Bawer brem ralieg
Fay At afy il Fedds Saptie

o el B Ari s iy
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ROLE OF CUSTOMER EDUCATION
Customer Education - Staff accounts

STOP

Don’t let your municipal account
go further into the red!
Make arrangements to

1

EASY STREET

Pegr l\)four municipal account by
ebit o_rder. It's convenient

WARNING

Overdue municipal accounts

can lead to disciplinary action.

Pay your account in full and
on time every month.

Wisit your nearest Customer Service Centre to arrange your debit order today |
For more infarmation, call 011 375 55 55.
A friendly message brought to you by Customer Communications Directorate,
Revenue & Customer Relations Management Department.
www.joburg.org.za

pay off your arrear amount.

Ll cation: tor
nt Departme!
rg.of
Johurg

and you'll be in arrears.

Visit your day !

\
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LOOKING AHEAD

» Reduce credit control queue timelines

 Credit vetting
* Prepaid meters for delinquent payers
» Regeneration of the Inner City

* Programme Phakama
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Looking Ahead
Progressive debt write-off programme

Council has previously approved an initiative by Johannesburg Water
to progressively write off arrears, in deemed consumption areas, over
36 months and based upon the installation and servicing of prepaid
water meters.

The project will be rolled out over a period of 7 years in Soweto,
Orange Farm, Ivory Park and Alexandra. As the water supply and
infrastructure is upgraded in the respective townships, so are the
community members engaged with a view to applying for the
installation of a pre-paid water meter whereupon the consumer’s water
arrears are credited @ 1/36t" per month provided the pre-paid water
meter is serviced via the purchase of coupons.
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Looking Ahead
Sale Of The COJ Debtors Book

Work undertaken since March 2005

The following things have been done:

Obtaining Senior Counsel opinions

Development of a financial structure

Write-off of indigent arrears

Confirmation by Senior Counsel that proposed financial structure is legally sound
Confirmation by CodJ Treasury that financial structure is sound

Details of financial structure



Looking Ahead
Sale Of The COJ Debtors Book

Transaction Process
Project Kick-off
Mobilisation Assign Resources
Finalise Project Plans
Due Diligence

Analysis
Fine Tuning

Present Final Deal Structure
Prepare Transaction Documents

Road Shows
Expression of Interest
Bidding Process

Bids Evaluation
Client Due Diligence
Negotiations
Financial Closure
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QUESTIONS

—
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