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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
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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
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PROJECT SCOPE AND CHALLENGES

Segmentation of Debtors Book

150,156,495

772,859,214

915,591,955

3,286,851

3,174,163,178

2,386,284,317
Government

Indigent

Inner City

Municipal

Under Serviced Township

Normal



6



7

PROJECT SCOPE AND CHALLENGES

Debtors book statistics

• Active accounts 871 459 R 7 075 773 444

• Inactive accounts 692 748 R    430 057 030

• Interim Billing

- Total number of accounts 40 431

- Total outstanding balance R 1 177 405 885

• 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  2 691 000 000 

• Biggest portion of debt = Rates & Taxes
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PROJECT SCOPE AND CHALLENGES

Payment Profile
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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)
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PROJECT SCOPE AND CHALLENGES

Methods of Debt Collection
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PROJECT SCOPE AND CHALLENGES

External Collectors
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PROJECT SCOPE AND CHALLENGES

CHALLENGES

DEBT COLLECTION

Write off 

 Prescribed debt

 Identify all accounts that are dormant

 Services on all accounts older than 36 month

 Bad Debt

 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
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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)
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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

 Create credit profiles of the customers.
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Introduce Third Party Payments
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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
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OPPORTUNITIES AND CHALLENGES IN DATA 

INTEGRITY = Update your details campaign
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ADDRESSING THE KEY ROLE OF UNIFORM 

BILLING SYSTEM

Credit control 

Filters applied 

within the Credit 

management 

process and from 

other processes

Third Party 

Payments

Direct Debits

Employee 

Deductions

Returns

Refunds

Clarification

Platinum 

Customers

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

Indigents/ 

Special Cases
Government Commercial Industrial Employees

Manage 

customer

Electricity- Credit 

meters/Prepaid

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

Water- Credit 

meter/Prepaid
Sewerage Refuse Rates

Property related 

Sundry charges

Manage 

services 

Billing and 

Invoicing

Accounts

Payments and 

Collections

Credit Control and 

Debt Collection
Special accounts Finance

Manage 

Accounts

Interdepartme

ntal

Credit Control

Debt 

Collection

Arrangements

Deferrals

Write-offs

Deposit
Special write-

offs

Interdepartme

ntal

Misc. 

Postings

OI Transfers

Recon. To GL

Reclassificatio

n

Account 

maintenace

Indigents

C
re

d
it
 

V
e

tt
in

g

C
o

m
m

u
n

i

c
a

ti
o

n
s

E
n

q
u

ir
ie

s

F
in

a
l 

A
c
c
o

u
n

ts

D
e

p
o

s
it
s

T
a

m
p

e
ri
n

g

In
c
o

rr
e

c
t 

D
e

ta
ils

D
is

c
o

n
n

e

c
ti
o

n
s

Employees

P
re

p
a

id

T
re

a
tm

e
n

t

C
o

s
t 

c
e

n
tr

e
s

B
ill

in
g

 

In
fo

P
ro

p
e

rt
y
 

In
fo

R
a

te
s
 

C
le

a
ra

n
c
e

Bill and Invoice 

Account Statement

Bill Inserts / Messages

Group Accounts

Bill and Invoice 

Deviations
Interest



21

ADDRESSING THE KEY ROLE OF UNIFORM 

BILLING SYSTEM = Phakama Programme

Improved service delivery

1. Single revenue management value chain

3. Single IT application to support both

2. Single customer interface value chain
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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
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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

• Statements by email
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ROLE OF CUSTOMER EDUCATION

Customer Education - Example
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ROLE OF CUSTOMER EDUCATION

Customer Education - Example
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ROLE OF CUSTOMER EDUCATION

Customer Education - Example
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ROLE OF CUSTOMER EDUCATION

Customer Education - Staff accounts

• Staff Accounts
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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 @ 1/36th 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 CoJ Treasury that financial structure is sound

• Details of financial structure
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Looking Ahead

Sale Of The COJ Debtors Book

Due Diligence

Analysis

Fine Tuning

Mobilisation

Media Launch

Road Shows

Expression of Interest

Bidding Process

Bids Evaluation

Client Due Diligence

Negotiations

Financial Closure

Sales Process

Transaction 

Closure

Project Kick-off

Assign Resources

Finalise Project Plans

Data Gathering, 

Validation and 

Analysis

Documentation

Present Final Deal Structure

Prepare Transaction Documents

Transaction Process
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QUESTIONS


