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INTRODUCTION

Whenever customers have contact with Overberg District Municipality, they will receive
consistently excellent standards of customer service. It incorporates the Municipality’s
commitment to ensuring the human rights principles set out in the South African
Constitution, the eight Batho Pele principles aimed at transforming public service, and
“getting it right the first time”. The municipality is committed to ensuring that customer
service excellence is an integral part of the planning, resourcing, and delivery of all
municipal services.

PRINCIPLES
As an organisation we will;

Identify ourselves, be helpful and courteous

Be professional and positive

Be well informed, so that we can help our community
Be effective in listening and responding the community
Be fair and supportive

Handle all customers equal and fair

BATHO PELE & THE CODE OF CONDUCT FOR MUNICIPAL STAFF MEMBERS

Batho Pele means “People First”, and the eight principles set out in it are the foundation
of national Government's approach to guide all interaction between Government
institutions and its public:

Access: Equitable access fo integrated service delivery.

Openness and Transparency: Creating a culture of collaboration.

Consultation: Listening to the needs and problems of citizens.

Redress: Apologising when necessary and finding speedy solutions when

possible.

Courtesy: Services offered with courtesy and consideration.

* Service Standards: Anticipating needs and informing citizens of the level and
quality of service they can expect.

« Information: Complete, accurate information about the municipality and its
services.

« Value for Money: Delivering solutions economically and efficiently.

This approach is strengthened by the values underpinned in Schedule 2 of the
Municipal Systems Act, 32 of 2000; the Code of Conduct for municipal staff members.

4. CUSTOMERS

Customers are all the people who interact with the municipality. This includes people
who live in, work in, or visit the area and people acting on behalf of people who live in
the area.

The customers of some services will be employees and other services will be all
stakeholders. Although produced primarily with external customers in mind, these
customer care standards will also apply to internal customers who are colleagues in
the municipality.

5. CUSTOMER CONTACT



Customers want accessible, efficient, and responsive services and the Overberg
District Municipality will strive to meet their demands.

Customer contact will be dealt with by means cof the foliowing:

. & & & & & *

Face-to-face
Meetings
Telephone
Letters
E-mails

Fax
Facebook
Websites

THE IMPORTANCE OF CUSTOMER CARE

In practice, good Customer Care includes:

A customer must be able to contact the municipality easily, reaching the correct
department to handle its request or enguiry.

A customer should have welcoming access to municipal buildings where adequate
signage has been provided. Where practicable, access for the disabled should be
provided. Incorporation of private areas for customers to discuss personal or
sensitive matters should be considered where relevant and suitable.

A customer should be assisted in their language of preference in accerdance with
the municipality's Language Policy (English, Afrikaans, or isiXhosa).

A municipal member of staff should identify himself by name when communicating
with a customer, listen attentively and respond appropriately.

Providing customers with relevant, accurate and up-to-date information, including
an explanation when a service is not available.

Once a complaint, request or enquiry has been received, prompt action should be
taken, and a clear response should be given to the customer.

In the case of ongoing or long-term problems, a customer should be kept informed
of any anticipated delays and progress reported regularly on the way forward in
addressing the complaints, requests, or enquiries.

In case of dissatisfaction, a customer should be explained the procedure for
lodging a complaint, including relevant contact details.

7. OUR COMMITMENT

8.

Customers can report comments, complains, and queries regarding municipal
services at any office of the Overberg District Municipality.

Customers are requested to ensure that their name, surname, contact details
and the essence of the complaint are provided when providing feedback.
Should a situation not be resolved through normat service channels, customers
can report the matter to the municipality’s Communication Officer on the contact
details below.

The Overberg District Municipality would also like to recognise employees who
go beyond the call of duty.

CONTACTS



10.

Communication Officer, 26 Long Street, Bredasdorp, 7280

Tel:

e-mail;

028 4251157,
ktheunissen@odm.orq.za

RELATED POLICIES/LEGISLATION

Y VYV

>
>

Constitution of SA, 1996

Municipal Systems Act, 32 of 2000

Protection of Personal Information Act (POP/A) and the Promaotion of Access
to Information Act (PAIA). Language Policy of Overberg District Municipality
Communication Policy of Overberg District Municipality

Batho Pele Principles

EFFECTIVE DATE

This policy shall come into effect on the date which it was adopted by Councit (1
July 2022) and shall remain in full force and effect untit it is reviewed, revoked, or
amended by Council.



EXTRACT FROM THE COUNCIL MINUTES HELD ON 30 MAY 2022

item AB3. 30.05.2022

MTREF BUDGET: 2022-2023 TO 2024/2025 OPERATING AND CAPITAL BUDGET, IDP
AND POLICY DOCUMENTS (Ref.~.6/1/1/3)

N Kruger : Chief Financial Officer (Ref.:6/1/1/B & 6/1/1/1)

PURPOSE

The purpose of the report is to submit the budget for 2022/2023 MTREF to Councii for
consideration of approval. '

BACKGRGUND

In terms of saction 16 of the Local Government: Municipal Financiai Management Ac, 2003
(Act 56 of 2003) Council must approve an annual budget before the start of the financial year,

L.LEGAL FRAMEWORK

The Local Government: Munisipal Finance Management Act, 2003 (Act No. 56 of 2003)
stipulates as follows:

Municipal budgets

16. (1) The Council of a municipality must for each year approve an annual budget
for the municipality before the start of the financial year.

(2) In order for a municipality o comply with subsection (1), the mayor of the municipality
must table the annual budget at a council meeting at least 90 days before the start of
the budget year.

Contents of annual budgets and supporting documentation
i7. (1) An annual budget of a municipality must be a schedule in the prescribed
format— (a) setting out realistically anticipated revenue for the budget
year from each revenue solrce;
(b} appropriating expenditure for the budget year under the different votes of the
municipality;
{c) setting out indicative revenue per revenue source and projected expenditure by
vote for the two financial years following the budget year;
(d) setting out—
(iy estimated revenue and expenditure by vote for the current year; and (ii)
actual revenue and expenditure by vote for the financial year preceding the
current year; and ‘
(e) a statement containing any other information required by section 215(3) of the
Constitution or as may be prescribed.

(2) An annual budget must generally be divided into a capital and an operating budget in
accordance with international best practice, as may be prescribed.

(3) When an arnual budget is tabled in terms of section 16(2), it must be accompanied by
the following documents:

{a) Draft resolutions—
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(i) approving the budget of the municipality;
(i) imposing any municipal tax and setting any municipal tariffs as may be
required for the budget year, and
(i} approving any ofher matter that may be prescribed;

(b)measurable performance objectives for revenue from each source and for each
vote in the budget, taking into account the municipality's integrated development
pian,

(c)a projection of cash flow for the budget year by revenue source, broken down
per month;

(d)any proposed amendments to the municipality's integrated development pian
following the annual review of the integrated development plan in terms of section
34 of the Municipal Systems Act;

{@)any proposed amandments to the budget-retated policies of the municipality,
(f) particulars of the municipality's investments;

{g)any prescribed budget information on municipal entities under the sole or
shared control of the municipaiity;

(h)particulars of all proposed new municipal entities which the municipality intends
to establish or in which the municipality intends 1o participate;

(i} particulars of any proposed service delivery agreements, including material
amendments to existing service delivery agreements;

(i) particulars of any proposed allccations or grants by the municipality to— (i)
other municipalities;

(i) any municipal entities and other external mechanisms assisting the
municipality in the exercise of its functions or powers,
(iif) any other organs of state; (iv) any organisations or bodies referred to in

section 67(1);

(k)the proposed cost to the municipality for the budget year of the salary,
allowances and benefits of— _
{i) each political office-bearer of the municipality,
(ii) councillors of the municipality; and
(i) the municipal manager, the chief financial officer, each senjor manager
of the municipality and any other official of e municipality having a
remuneration package greater than or equal to that of 2 senior manager;
(I} the proposed cost for the budget year 1o a municipal entity under the sole or
shared centrol of the municipality of the salary, allowances and benefits of— (i)
each member of the entity's board of directors; and
(il) the chief executive officer and each senior manager of the entity; and (m) any
other supporiing documeniation as may be prescribed.

29 Publication of annual budgets —
{1} immediately after an annual budget is tabled in a municipal council, the accounting
officer of the municipality must— ‘
{a) in accordance with Chapter 4 of the Municipal Systems Act—
{iy  make publicthe annual budget and the documents referred e in section
17(3); and |
(i)  invite the local community to submit representations in connection with
the budget; and
{b) submit the annual budget—
(i) iry both printed and electronic formats o the Nationa! Treasury and the
relevant provincial treasury; and
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(ii) in either format to any prescribed national or provincial organs of state
and to other municipalities affected by the budget.

73,  Consultations on tabled budgets —
(1) When the annua!l budget has been tabled, the municipal council must consider any
views of—
(a) the local community; and
(b) the National Treasury, the relevant provincial treasury and any provincial or national
organs of state or municipalities which rmade submissions on the budget.

(2) After considering all budget submissions, the council must give the mayor an
opportunity—
{a)  tothe submissions; and
(b)  if necessary, respond to revise the budget and table amendments for
consideration by the council.
(3) The National Treasury may issue guidelines on the manner in which municipal
councils should process their annual budgets, including guidelines on the formation
of a committee of the council to consider the budget and to hold pubiic hearings.

(4) No guidelines issued in terms of subsection (3) are binding on a municipal council
unless adopted by the council.

COMMENTS

The draft 2022/23 Medium Term Revenue and £xpenditure Framework (MTREFR) report
inclusive of the budget schedules, which have been compiled in terms of the Municipal
Budgeting and Reporting Regulations (MBRR), have been distributed after tabling it in the
Council meeting of 28 March 2022 , while a notice has been placed in the local newspapers
to invite the public/community to submit comments on the draft/tabled budget.

input from Provincial Treasury

Provincial Treasury has submitted their 2022 SIME/ LG MTEC Assessment Report on 28
Aprit 2022 and the municipal response was discussed with Provincial Treasury cn 6 May
2022. The following aspects were highlighted by the Province Treasury and herewith the
issues raised as well as the respective response from ODM Management:

The Municipaiity’s budget refiects funded, but the nett surplus after the application of cash
is on a declining trajectory over the MTREF indicating risks to futire sustainability

a) The Municipality tabled an operating surplus budget over the 2022/23 MTREF period
which i commendable. As a district municipality, the Municipality has limited revenue
sources, but great effort is noted in identifying additional revenue sources. Tariffs are
proposed above inflation and may influence the revenue growth assumptions.

b} The Municipality has over the iast two (2) financial years shown great resilience to
remain financially stable under exceptionally uncertain economic conditions. The
Municipality's continued success depends on its ability to recognise when to adapt and
adjust plans during any uncertainty. The Municipality is encouraged to continue with
ongoing assessments of assumptions to ensure that revenue, expenditure projections
and policy decisions to be accurately informed over the MTREF, it should be noted
that hased on the prior year audited outcomes, the Municipality has reported a deficit
budget in 201819 but managed to achieve operating surpluses in 2016720 and
2020/21 financial years. It has been noted on the Municipality's performance that in
ihe 2021/22 financial year, operational expenditure has increased by two (2) per cent
whilst the operating revenue has also increased by six (8) per cent.
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c)

)

n)

It is clear from the budgetary allocation to the strategic objectives that the bulk of the
2022/23 MTREF allocation is focused towards Sirategic Goal (1): 'To ensure the well-
being of all in the Overberg through the provision of efiicient hasic services and
infrastructure’; this includes an operating budget allocation of R180.8 million {71.2 per
cent) and a capital allocation of R7.5 million (73.7 per cent) in 2022/23. It is evident
that the Municipality's 2022/23 bucget prioritised spending towards delivering on its
service gelivery mandate.

Annual growth in operating expenditure is below projected inflation in 2023/24 and
2024/25, while capital expenditure declines from a high of R10.2 million 2022/23 over
the MTREF, to R3.4 million in 2024/25.

This largest of the allocations, for road transport, will mainly be directed towards
refurbishment and rehabilitation as well as upgrades and additions to existing road
transport infrastructure, the piggest of these for 2022/23 being for the Hermanus-
Gansbaai project (R130.0 million), the reseal of the Stanford-Riviersonderend road
(R105.0 miilion), refurbishment of the Caledon-Sandbaai road (R93.8 million),
upgrades and additions 10 the Draaiberg road and refurbishment of the Barrydale —
Ladismith read (RB0.0 million).

The District has allocated R20.8 million fowards its municipal health function (operating
pudget) and as well as a capitai pudget allocation of R40 000 (mostly office equipment}
in 2022/23. Districts are mandated to provide municipal heaith services, which includes
the surveillance and prevention of communicable diseases such as the current
COVID-19. The allocation for municipal health is part of an investment in future health
provision. The importance of strengthening this function and providing it with adeguate
rasources is cruciai to attaining and maintaining levels and safety standards with
regards to our physicai environment. The District has significantly increased its
municipal health operating budget allocation in the 2022/23 financial year (21.2 per
cent) compared to its 2021/22 allocation.

The District has allocated a total operating budget of R36.0 miliion to the provision of
fire-fighting services for 2022/23. This represents a 7.2 per cent increase from its
2021/22 allocation. A capital budget of R2.6 million is geared primarily towards vehicle
replacement {R2.2 million) and vehicle upgrades/refurbishment (R300 000). In total,
allocations towards fire-fighting services equates to 14.6 per cent of the overall
2022/23 budget.

For 2022/23, the District has ailocated R16.2 million of its operational expenditure
budget to 'Sport and Recreation” the corresponding capital aliocation for the year is
R1.4 miion. If resorts are weli managed and maintained, upgraded, and appropriately

‘marketed, it can play a role in promoting domestic and international tourisr within the

region. The Municipality must consider if the allocation for this function is sufficient
given the 1.9 per cent drop in operating expenditure in 2022/23. ‘

Firefighting and heaith services remain an essential part of the Municipality's service
defivery to its community, however huge deficits are incurred in the process of
providing these services. The Municipality must identify efficiencies within these
functions to minimise the cost and negative financial impact. In this regard, ODM raised
the Health Service funding issues at the Gabinet and Municipalities "Meet & Greet
Sessions’ oh 22 April 2022 and ODM was advised to approach Provincial Treasury to
make a submission to National Treasury. This was to motivate sufficient funding
through an Equitable Share formula review for District Municipalities which would
provide a framework for funding of Municipal Health Workers in line with required
norms and standards, Currently ODM reflects a deficit of EHP's based on population
figures (1 EHP/10 COO). An item was placed on the next CFO Forum for 10 June 2022
to discuss this issue with District CFO's.
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j) The Municipailty is reliant on own funding fo contribute to capital budget and must
consider the return on investment io ensure ongoing sustainability. The main fiscal
challenge facing the Municipality is the fimited revenue hase and the identification of
revenue opportunities within a cost-efficient governance model of service delivery.
Balancing affordabiiity and increasing spending demands is key to maintain a healthy
funding position with active contributions to the capital replacement reserve fund.

k) The liquidity ratics of the Municipality indicate that the Municipality can take care of
their financial commitments.

) () The draft budget data strings over the MTREF period indicates that the Municipaiity
is not exposed to a liquidity risk.

FURTHER COMMENTS

No other comments of inputs had been received on the advertised budget and tariffs.

Other necessary amendmernts hased on changed assumpticns and additions were made in
the 2022/23 budget document, as proposed and tabled to the Budget Steering Committee for
consideration on 17 May 2022.

The 2022/23 Medium Term Revenue and Expenditure Framework (MTREF} repori, inclusive
of the budget scheduies, which are compiled in terms of the Municipal Budgeting and
Reporting Regulations (MBRR), will be distributed prior to the Council meeting of 30 May
2022,

RESOLVED : (Proposed by Ald A Franken and seconded by Ald J Nieuwoudt)

1} The consolidated nudget of R253 440 054, consisting of an Operating budget of

R253 345 851 (resulting in a surplus R 94 203 after iariff increases) and a Capital
budget of R10 273 000 and budgeted cash flows, as set out in the Municipal Budget
is adopted and approved by Counci! and that it constitutes the Budget of the Council
for 2022/2023 financiai year as well as the medium term (indicative) budgets for the
2023/2024 and 202472025 financiai years.

2) The tariffs as per tariff list be approved. That an application for waiver of tariffs be
considered by the Municipal Manager, on written application.

3) That aif other matters prescribed in sections 17(1) (a-e); 17(2) and 17(3) (a-m) of the
Municipal Finance Management Act 56 of 2003, are included in or that accompany the
hudget document be approved.

4) The measurable performance objectives for 2022/2023 for operating revenue by
source and by vote is approved.

5) That the following budget related policies are approved:

i Asset Management Policy (as amendad)
i Credit Control and Debt Coliection Policy (as amended)
i Cash Management and Investment Policy (as amended)
iy Tariff Policy (as amended)

v Supply Chain Management Policy {as amended)

i Virement Policy (as amended)

Rorrowing Policy (as amended)

Funding and Reserves Policy (as amended)
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ix  Budget Policy (as amended)

x  Customer Care Policy (a8 amended)

% Demand Management Policy (as amanded)

xi infrastructure and defivery Management Policy (Repealed)

Wit Infrastructure investment and Capital projects Palicy (as amended)
xiv  Liquidity Policy (as amended)

xv  Long term Financial Planning Policy {as amended)

wi Management and Admin of Immovable Assets Policy (as amended)
xvii Payroll Management and Administration Policy (as amended)

wiii Preferential Procurement Poiicy (Repealed)

vix Cost containment Policy (as amended)

wx Travelling and Subsistence Policy {(as amended)

CERTIFIED A TRUE EXTRACT FROM THE MINUTES OF THE COUNCGIL MEETiNG HELD
ON 30 MAY 2022.

/)

VER .
WONICIEAL MANAGER (ACTING)
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