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1. INTRODUCTION

During 2000 and 2001 the Centre for Developmentp8tipconducted research into
the practice of non-payment of municipal servigesider to build capacity of local
government political office bearers and careerc@fs. The purpose of this research
was not only to explore payment practices, but atsanvestigate the economic
consequences of non-payment. Possible solutiongrigpayment were also sought. A
guestionnaire was taken down with households mythivo sampled local authorities
in South Africa and in-depth interviews were held¢hwfinancial managers at the

different municipalities.

The main finding of this study was that in manytamges poverty is the main cause of
non-payment of services. Inequality and povertyraoge pronounced amongst non-
paying households than amongst households thatagtiag their municipal account
in full each month. This is the case regardlessvioéther poverty is measured in
terms of expenditure or income and regardless cdtwioverty line or poverty
measure is used. To address this situation, mwalicgs will have to make
considerable efforts to design and implement effecindigent policies. Indigent
policies will also play a crucial role in affordintpe poorest of the poor access to
basic services, in the process partly alleviating problem of non-payment of
services. Monitoring is also necessary for ensutiag the manner in which indigent
policies is managed by municipalities does not agda fiscal sustainability and
meets the objective of the grant. This is cruiidie indigent policy is to be used as a
tool with which poverty-related problems of non-pant of services can effectively
be addressed. It is felt that more work is reqluicedevelop the necessary structures
and systems for effectively managing indigent pesicat the municipal sphere of

government.

From the deliberations and outcomes of nine proainesearch workshops during
March 2001, it is evident that theplementation and management of the existing
indigent policy support program is a local governance issumajor concern. Hence,
the need for further research on this issue asgnemtion of the Payment of Services

Project. This document sets out a research propmystie Centre for Development

! Very poor people (the poorest of the poor)



Support (CDS) to study the management of indigericies at the local sphere of

government.

The study was conducted in four selected municipaliacross four provinces of
South Africa. The intention is to evaluate the @éincy and effectiveness of the

implementation of indigent policies by municipadi

1.1 Background and rationale for the research
Poverty alleviation and the rendering of basic sew to inhabitants of towns and

cities who cannot afford to pay for essential sersiare rated highly on the priority
list of government as well as advocacy and integesups. This is reflected in
several policy documents such as @enstitution of the Republic of South Africa,
1996 (Act 103 of 1996), th&econstruction and Development ProgranfRDP) and
the newenabling legislation for municipalities. This need was also expressed at
national and regional conferences of relevant argéions. South African
municipalities are in terms of the Constitutioniged to “... an equitable share of
revenue raised nationally...” to enable them to mlevasic services and perform
their function$. Although the Constitution does not define basitvises, for most
municipalities this includes potable water supplyad access to dwellings, sewage
and refuse removal and storm water drainage. Tpeplp manage the “equitable
share” every municipality must adopt an indigemggsart policy setting out at least:

* Procedures for identifying indigent households;

* Procedures for verifying the information received,

» A definition of indigence;

* The qualifying conditions for participation in teeheme;

» A process for applying for the subsidy;

* Administering the subsidy;

* Monitoring the efficiency of implementation;

» Detecting and dealing with free-riders/fraudulence;

* community education with regard to indigent policy;

e Minimum levels of service provision; and

* The services that qualify for subsidisation.

2 Currently there is an S-grant which is phasechith @armarked for service delivery to the poor.



1.1 Research Aim
The overarching research aim of this study is toadmmparative analysis and

evaluation of theformulation and implementation of the indigent policy support

programs at the local sphere of government.

1.2 Research Objectives
The research objectives are therefore:

* To do a descriptive and comparative analysis oferirindigent policies in four
selected newly amalgamated municipalities.

* To identify and analyze the major obstacles andetlipents in the formulation
and implementation of indigent policies in thesleced local governments.

* To assess the outcomes and effects of currententigolicies in these selected
local governments.

* To identify guidelines that may be followed and leggp by local government
managers and decision-makers to eliminate and/@rcowme the identified

obstacles.

1.3 Target groups for the study
Local authorities (especially officials that workthvlocal government finances and

indigent policies) and selected indigent househatésthe target groups of this study.

1.4 Research methodology
In this research exercise, the Centre for Developi8epport at the University of the

Free State conducted four case studies to ful@ thtimate aim of doing a
comparative analysis and evaluation of the fornmiaeand implementation of the

indigent policy support programs at the local sph&rgovernment.

The four selected municipalities include a metrep@Tekweni Unicity) (Durban),

one city/large town (Nelson Mandela Metropole) (PBlizabeth), one secondary
town (Mangaung Local Municipality) Bloemfontein)cdaone small town (Witzenberg
Local Municipality) (Ceres). These sites were delécaccording to their size and
whether they had an indigent policy in place or. tiothey had, they needed to have

been implementing it for some time.



The research strategy followed a multi-pronged itatale approach. Focus group
sessions and in-depth interviews were held in ther fcase study sites with
respectively community members and key local gawemt officials responsible for

managing indigent policies respectively. For theeSedata collection, a Masters
student in Public Management from the UniversityGafpe Town was recruited. In
Port Elizabeth two Masters students from the Pdi#aBeth Technikon studying

Public Administration were used and in BloemfontaiPublic Management student
as well as a Sociology student were recruited. Ilyima Durban a Masters student in
Development Studies was recruited. A researchaheatCentre for Development
Support trained the fieldworkers. Training included

* A background to the project ;

* A background to indigent policies;

* Training in conducting focus group sessions;

» Transcribing focus group sessions; and

» Training in conducting in-depth interviews.

1.4.1 Focus group sessions
Focus group sessions were conducted both with nelgmbs from households that

were registered as indigents as well as with red@ais from households that
although eligible, are not registered with the eouas indigent. The focus group
sessions were attempts to gather information pentpito the experiences of the
indigent policy program by beneficiaries. In adulitiit was also essential to find out
from potential beneficiaries what opinions they hold with regaodthe indigent
policy of their municipalities.

Fieldworkers recruited from institutions of higheducation close to the study sites
facilitated the focus group sessions in the indigsnlanguages of the areas. There
were between 8-15 participants at each focus giighin each study site, the focus
group sessions reflected a geographic spread ddttltyy community. In Ceres, two
focus group sessions were held, in Bloemfontein sixPort Elizabeth six and in
Durban three. Durban provided a unique situatiothat there is no indigent register
so three focus groups were held to ascertain pygiception around the so-called
universal approach to subsidising services. Ppgnts were recruited in two ways. In
the case of those respondents registered as indilgs were obtained from the



council and people were approached at their homdsirvited to attend the focus

group. With regards to the non-recipient group, dvaouncillors were used to

facilitate the process. Households were selectethafy could answer no to the

following two questions:

* Does you household earn a monthly combined incomgbove RXX (criteria
amount for council)?

» Are you registered with the council as indigent?

The fieldworkers and the Centre for Development fup researcher jointly
conducted the in-depth interviews.

1.4.2 Follow-up workshops with stakeholders
As a final data collection strategy, report-backksbops were held at each study site.

Councilors (only in the case of eTekweni) municigdficials and community
members attended these workshops. On the compl&itiine data collection process,
researchers at the Department of Public Manageownpiled a strategy that could
serve as guidelines to assist local governmentialli in the implementation of the
indigent policy. This draft strategy was circulatéolr critical reading among
academics and then finalised. The research findirege presented to each of the four
case study sites at a workshop. Council membengercaofficials, community
members, traditional leaders and community leadeese all invited to these
workshops. This was an attempt to ensure thatebearch does not remain only in
the academic domain, but that it contributes towah# ultimate aim of the study to
enhance the quality of indigent policy formulatiomnd implementation in

municipalities.

2. CURRENT REALITY

The South African National Government has allocateguitable shares to
municipalities across the country to assist thefualiiling their constitutional duty of

providing equitable municipal service provision al the inhabitants of towns and
cities. The way that this funding is spent is pogscribed. The so-called S and |
grants are unconditional grants. Municipalities éagither elected to follow a
blanket/universal approach (everyone in a certaoggaphic location enjoys the



benefit of the subsidy) or a targeted approachti(gethe right subsidy to the right
people). The benefits of the targeted approachnlithe ability to curb leakage.
Leakage refers to the process by which the subgaedy to the wrong people or is
wasted. Targeting subsidies, however, is a relgtieeimbersome administrative
process and subsequently expensive both in tertinsamicial and human resources.

Against this backdrop, the four study sites havepéed the following approaches:

Table 1: Indigent policy support

Site Approach

eTekweni Unicity (Durban) Universal/Blanket

Nelson Mandela Metropole (Port Elizabeth) Targetedwith indigent register)
Mangaung Local Municipality (Bloemfontein) Combination of universal and targeted
Witzenberg Local Municipality (Ceres) Targeted (wih indigent register)

In the case of the eThekweni Unicity, all inhabitaget the first 6KI of water used per
month, free of charge. From early in 2002, 50KwH etectricity will also be
provided to each household. Any consumption oveséliree allocations needs to be
paid for. The municipality keeps no indigent régjis

The Nelson Mandela Metropole operates on the lodsis indigent register and only
those people that are registered with the cousdihdigent receive the subsidy. There
are two levels of subsidy allocation. Householdat tkarn a monthly combined
income of less than one state pension qualify Kirdd free water a month as well as
a 100% subsidy on general rates, general servieegeb, sewerage and refuse
charges. In the second category, households thataeeombined monthly income of
more than one state pension but less than R800npath receive the same water
benefits but only receive a 50% subsidy on the rosieevices. Electricity does not
form part of the subsidy. Indigent residents nema@yply directly to the council in
person to access the subsidy. The council verifiese applications and if approved,
the household is registered with the council asigewt indefinitely with an
understanding that, should the household’s findrst@us change, they inform the
council. All households are visited at least ongear to verify the indigent status of

beneficiaries in an attempt to reduce frees riderssing the system.

The Mangaung Local Municipality is currently usiagcombined system. In 1996, as
an extension of the Masakhane Campaign, an indigegister was opened and




households were targeted according to their powsdtus. This was initially done to
try and address low payment levels for municipavises. These indigent households
were provided with 5KI of free water per month ainde sanitation services. In
October 2000 the situation changed with the coyraviding all residents with 6KI
of free water per month. Indigent households tlecgive 6Kl of free water together
with free sanitation. The council is also currentlgnsidering the possibility of
introducing indigent burials to assist the poocgghe poor.

The Witzenberg Local Municipality operates in tlaene way as The Nelson Mandela
Metropole. Applications need to be made directlythie council, applications are
verified and the household is registered as indigEime difference in Ceres lies with
the beneficiary period. Households need to reagugry three months for the
subsidy. 20KwH of electricity are also includedtle bundle of subsidised services.
The difference in approaches is understandablegelkat the number of residents in
the Witzenberg Local Municipality is considerabimadler and therefore easier to

manage than in the case of Nelson Mandela Metropole

3. RESEARCH FINDINGS

For the purposes of this report, the findings of this research project are based on data
collected during the meetings referred to above. First are the viewpoints of the
various participants expressed during the focus group meetingand second the views
of participantsin the different workshops

3.1 Findings during focus group meetings

Although a substantial number of similarities amagrayticipants in focus group

meetings were identified, it was regarded approptia deal with the findings in each
municipality separately. This discussion providegeneral overview of the state of
affairs with regard to the indigent policies in théferent areas. The typical problems
that the different stakeholders are experiencingthis regard are dealt with in

paragraph 3.2, where the workshop findings areudsed in detail.

3.1.1 eTekweni Unicity
The eTekweni Unicity has no formal indigent poligy operation at this stage,
although provision is made for providing free baservices (6KI of water to all



residents). Focus group participants at Kwadaleth 5, Ntuzuma Unit 5 and
Folweni townships were engaged in discussions ardhe provision of free water

and electricity and their perceptions regardingpiecess.

It is firstly important to note that all the paipants indicated that they had very little
knowledge about the provision of free water andteldty. The participants all heard
about this assistance through the media (partiyutae radio) and were not at all
certain about the implementation of the “policyflowever, all the participants were
in agreement that there was a need for the provaidree basic services since people
indicated difficulties in paying for service accasin One of the primary reasons cited
for this was the high rate of unemployment in theaa

At this stage there is also a problem concernirghiling system, since residents in
these particular areas have not paid for wateriguely and as far as electricity is
concerned are making use of the prepaid systerereTih therefore uncertainty about
the extent to which free services are to be pravaed how billing and payment will

take place.

Respondents have furthermore indicated that theynare than willing to pay for
services on the condition that the quality of segsirendered is drastically improved.
An example is the availability of water supply ta@ividual households. At present
many households share communal standpipes anctiparts indicated that they
would like for this to be changed. The followingggestions were made by the focus

groups that were viewed as a means of improvingptbeision of these free basic

services:
. Improved communication with communities
. More education in terms of the indigent policy nee be given to

communities through for example workshops.
. Proper socio-economic surveys should be carried out
. Installation of individual connections to houselsisl encouraged

. Mechanisms for implementation and monitoring shdaddn place.



The absence of an indigent policy could be regamed possible problem for the
Durban Unicity. An indigent policy similar to thaf Mangaung clearly outlines

criteria upon which people can be assisted andféicevely communicated, also

enables the community to utilize the assistanceiged to them. It could thus be

seen to be in the best interest of the communay éhclear strategy be developed in
order to assist these communities. A further dismn in this regard takes place in
paragraph 4 of this report.

3.1.2 Nelson Mandela Metropole

The Nelson Mandela Metropole's indigent policy iaséd on the number of

households that may qualify as beneficiaries anel #élailability of the Inter

Governmental Transfer. This policy as adopted by former Port Elizabeth

Transitional Local Council, has been in existerioees1 July 1997 and comprises the

following:

* Households where the combined gross monthly incofradl occupants over the
age of 18 years does not exceed the equivalenhefstate welfare pension per
month qualify for a 100% subsidy on the following:

% General rates.
% General service charges.
s Sewerage.
% 12 Kl. of water.
% Refuse charges.
This subsidy only applies when the consumer agreesiting that a flow-control
washer may be installed to restrict the supply aferto the premises.

* Households where the combined gross monthly incofradl occupants over the
age of 18 years exceeds one state welfare penstoaioles not exceed R 800 per
month in respect of non-pensioners or two statefaneelpensions per month,
qualify for a 50% subsidy on:

% General rates;
% General service charges;
% Sewerage; and

% Refuse charges.



In respect of water, where supply is metered, sueiseholds qualify for a 100%
subsidy on 6 Kl of water with a concession of upl® KI. If consumption
exceeds 12 Kl per month, the household is chargeda€tual consumption
exceeding 6 Kl at normal tariffs. Where supplyn@ metered, households are
subsidised at 50% on fixed charges. In both thesences the subsidy only
applies when the consumer agrees in writing thiidve-control washer restricts
the supply of water to the premises.

Electricity does not form part of the subsidy apgraved tariffs apply. To ensure
affordable consumption of electricity, householdsialdfying for indigent
assistance are required to change over to pre-paymeters in respect of that
commodity. Financial assistance is provided tosebolds where conversions
have to take place from a credit to a pre-paid metevided that the meters have
not been tampered with.

Arrears up to 30 June 1997 on the accounts of hold® classified as indigent
was suspended until such time as clarity has beeaived on the policy of
Central Government with regard to the writing offidebts. Interest will continue
to accrue on arrear amounts from the date of sgspemand consumers have to
sign an Acknowledgement of Debt. Electricity coments of bills of such
households are included in the suspense accourdusieholds. Tampering with
supplies disqualifies households from the suspersi@lectricity bills.
Re-assessment of each case is done after thre@snont

Households owing more that one property do notifyjuak beneficiaries of the
indigent policy.

A list of indigent households is made available ttee Information Trust
Corporation.

An appeal procedure is in existence for unsucceapflicants.

3.1.2.1 Justification of indigent policy

It was agreed that such a policy is essential hatlit is an effective way to address

the needs of the poor. The policy is central tasting those that cannot pay for

service charges and to assist in identifying thibaecan. The implementation of the

policy provides for an opportunity to also educapelicants as to the management of

their finances so that they can pay for their servicée @mployees of the



municipality that attended the meeting were of @mwirthat the policy has also been
instrumental in boosting the payment of municigalges.

3.1.2.2
The policy was initiated in 1996 as part of the Mdsne campaign. The indigent

The formulation process

policy was approved after a workshop was condubttadieen councillors and career
officials.

Since the adoption of the policy the number of mppks registered as beneficiaries
policy has varied between 22 000 in 1997 and 4 i892000. These numbers are
reflected in the table below.

Table 2: Number of new registrations for indigemport in the Nelson Mandela

Metropole

Yeai No of registration
199; 22 00(

199¢ 9451

199¢ 353t

200( 439¢

Currently the Department responsible for the imgetation of the policy deals with

approximately 300-400 applications per month. &inbe amalgamation of the
different municipalities has taken place, the exgstolicy needs to be amended in
order to accommodate Colchester, Seaview, UitenlaageDespatch. The existing
policy is still only applicable to the former Pdftizabeth TLC area of jurisdiction.

Approximately 33 000 people are currently regidees indigent in the Nelson

Mandela Metropole.

The team that manages the policy consists of 24lpebdline of them operate from
Brister House in the city and one each from Motl@iwZwide, New Brighton, and
Cleary Park. Eight of the team members are fieltters, acting as verification
officers and staffing other satellite offices. &ddition, 3 staff members are

responsible for data processing and the adminstraf accounts.

Table 3: Business hours of satellite offices inddal Mandela Metropole

SATELLITE OFFICE NUMBER OF DAYE TIMES
Brister House 5 days per wee 08:00- 16:3C
New Brighton 5 days per wee 08:00-16:3(
Cleary Park 5 days per wee 08:00-16:3C
Motherwell 5 days per wee 08:00-16:3C




Zwide 3 days per wee 08:00- 16:0C
Korsten Every Wednesda' 08:00- 16:0C
Mthombolwazi Every Thursday 08:00- 16:0C
Galvandale Every Tuesday 08:00- 16:0C
Walmer Every Tuesday 08:00- 16:0C

3.1.2.3 Training of officials
All of the staff members have undergone appropriedaing. They have all been

employed since the inception of the policy anddbeeral feeling is that the training
that was offered to them provided them with theessary knowledge and skills to
undertake their duties effectively. The need wgsessed that the team should meet
more regularly (i.e. every 3-6 months) to discussrtexperiences and to collectively
identify solutions to problems.

3.1.2.4  Culture of dependency

All of the respondents disagreed with the statertigat policies such as the indigent
policy create a culture of dependency. The onlgmedion expressed was with regard
to the implementation of the policy. They beliglat the policy is correct and its aim
is correct but that the system lacks a foolprootmagism to prevent abuse.

3.1.2.5 Communication measures

In 1997, at the outset of the implementation ofgibkcy, a mass media campaign was
launched. The policy was advertised in the medd anmass community meetings.
Pamphlets were handed out and posters were put alp municipal offices. Leaflets
were sent out with all the municipal accounts. phecess of inserting leaflets in with
municipal accounts is repeated every now and agdine majority of respondents
interviewed mentioned that the responsibility ofexising the policy rests on the
shoulders of the councillors. The view was exgpgdshat it was their responsibility
to inform their constituencies of Council's polgithrough the appropriate existing
municipal structures such as Ward Committees. roke of officials with regard to

communication could not be over- emphasised.

During the application process, each clause ofdéndaration that is signed by the
applicant is read out and initialed. This is dome d@nsure that the applicant
understands and takes cognisance of all the condibf the policy. The application
form is filled in together with an indigent officelo ensure that the applicant
understands each of these conditions. A verificatifficer verifies each application.



3.1.2.6  Duration of benefits

In terms of the current policy beneficiaries do have to re-apply for registration as
indigents. Shortly after the inception of the pglibeneficiaries had to re-apply one
year after registration, but this arrangement teduh too much administration. With
the existing high level of unemployment in thateamnost of the recipient’s financial

situations do not improve much.

3.1.2.7 Verification of application and beneficiaries

In the Nelson Mandela Metropole, electricity is gligd mainly through pre-paid
meters and is not part of the subsidy. Some ofdbpondents were of the opinion that
monitoring of water consumption as a measure tdwethether a household would
gualify for registration as indigent could be effee. Others, however, felt that this
was not a fair way to deal with the situation. tdigaition for this viewpoint lies in the
fact that water pipes may be leaking and althodghis reported it might take some
time for the responsible technicians to respondh& request for repair. This may
result in households exceeding their free watewahce due to such leakage and
having to pay for the balance.

As elsewhere in the areas where this research waes, sho person qualifies for the
subsidy if such a person owns more than one hotlik& qualification is regarded as
unfair, since in the African culture, people oftewn homes in the rural area where
they were born as well as in an urban area.

In the beginning it was procedure to check with @eedit Bureau to verify
applications but it proved to be too expensive sy of verification, however, is a
powerful mechanism to determine the financial posiof applicants.

All of the respondents felt that poverty mappinguwdobe an ineffective way of
verification since a person may live in an affluargéa, but still be poor. On the other
hand, during the data collection process in Motdiryfor example) it was
discovered that many of the houses where registerdigdents were living were
equipped with television aerials, cars were paikatside the houses and people from
the area were dressed rather fashionably. Possithiyating that people are not all
that poor and perhaps abusing the system.



Respondents agreed that the utilisation of cownrsilin the verification process was
not regarded to be a successful method of verifinatlt was argued that councillors
as politicians, should not be involved in the mamagnt activities of career officials.

The implication of the implementation of the aboasification measures is that 35-
40% of applications are not approved and this isipalue to dishonest applicants.
So far, no applications had to be rejected duertibeld funds. There is, however, still
uncertainty about the fact whether equitable sharels should be used for the
settling of arrears in the Suspense Account.

3.1.2.8 Obstacles in the implementation process

The most fundamental obstacle in the successfukemgntation of the policy lies in

false information being submitted by applicants.otker significant problem exists

with residents' understanding of the policy. Atireated 80% of inhabitants do not
understand their municipal bills and when legalaacts taken against them they do
not understand why. Some of the beneficiarie$ até of opinion that the policy

applies to all the municipal services renderechéort.

This confusion is created by a lack of communicatioetween the different

departments such as those involved in the billipgtesn, those responsible for the
management of the indigent policy and techniciart® wdisconnect water and
electricity supplies in cases of non-payment. &adis also perceive the officials
working in the decentralised offices as less comemteas those working in the city.
They, therefore, choose to take the inconveniemibopf visiting the centralised

office.

Additional problems identified by the respondentsthe following:

* The fact that people keep on applying for regigimain spite of the fact that they
have already been informed that their previousiegibns were unsuccessful.

» Verification officers are sometimes not reimburded travel costs. In these
instances they have to carry the costs of taxi-fees

* The appointment of additional verification officewsuld also enhance the quality

of the service.



* There is a need for additional decentralised dfficeenhance accessibility.

» The fact that members of the community are not g@ngpinformed about the
policy and the different processes for application.

* In certain instances the attitude of municipal wdfis when dealing with ill-

informed and illiterate inhabitants is leaves mtbe desired.

3.1.3 Mangaung Local Municipality

The aim of the indigent policy of the Mangaung Lo&&unicipality is to assist
residents classified as indigent, through the sliggion of their municipal accounts.
For this purpose, the Mangaung Municipality defia@sindigent person ame that,
due to a number of factors, is unable to make a matary contribution towards
basic services.Various criteria are considered and applied oteoffor an individual

and/or household to qualify for aid in terms o&tholicy.

For the purpose of this report, the possible prokdgeas with regard to the indigent
policy process can be divided into the categorlest twill be discussed in the

paragraphs that follow.

3.1.3.1 Identification of beneficiaries

In its policy, the Council proposes to identify igeint individuals/households by
having these people apply in person for aid in seohthe indigent policy. The
following categories of people qualify for the siglys

* Unemployed.

Casual workers.

Households that earn a monthly combined incomessf than R1140.

Disabled people.

Parents of children that receive grants from Gowvenmt.

Proof that such an individual/household indeed i§jgalfor aid must be submitted in
the form of the following documents:

- The latest municipal account for the household.

- Proof of identity of the account holder.

- Documentary proof of income.



Applicants are furthermore requested to completvarn affidavit to support the
information contained in the application.

Based on the focus group discussions that tookepiacRocklands on the 25 of
October 2001, it could be suggested that the “naudeof the indigent policy, to
ensure community awareness, could be improved éeloe above identification
could be embarked upon. In one of the focus groopssisting of 11 participants,
none of the participants were aware of the indig@hty, and the potential advantage
that it holds for them.

Those participants in the second focus group, whrevaware of the policy, became
aware of it through:

. Hearing from neighbours and friends.
. Hearing from their councillor.
. Inquiring after the water supply was cut off duetdstanding debt.

Suggestions from the focus groups on how more awason the policy could be
created include:

. Notices on municipal accounts;

. Holding meetings where indigenous languages aral use inform the
community;

. Employing people to disseminate information;

. Using the electronic media; and

. Dissemination of information by the respective weodncillors.

3.1.3.2 Design of the policy

The indigent policy arose out of the Masakhane @agmy with its main focus being
on service provision, debt collection and custoroare, while there is also a
connection with the White Paper on Transforming llRuService Delivery (Batho
Pele White Paper) and has a national focus. Wandailiors are used to spread the
word about the policy. They had to inform theirnsttuencies (through ward

meetings) and an extensive media campaign washadné&dvertisements were aired



on the radio and placed in local newspapers. Theess of this twelve-month period
was, however, negligible. Although some people miake arrangements, they still
could not afford to pay for their accounts, letredctheir arrears. Many of the people
were unemployed or pensioners and had no hopettring their financial position.
As a result of this, the Council then decided toriolate and implement the indigent
policy. Customer care centres were opened at th@@iat sites, with particular focus
being devoted to previously disadvantaged commagitAgain, a media campaign
was launched to inform the community (radio adgertients, talk shows, pamphlets
distributed, posters, etc.).

The policy is designed to assist those individbalgseholds perceived to have
difficulty in paying for services. Therefore peeponsidered for assistance due to
inability to pay, could, in terms of the policycinde:

. Unemployed people.

. Pensioners.

. Disabled people.

. Single parents in receipt of child support granith wo other form of income.
. People with temporary, casual, contract and seasmployment who are

unable to pay.

. People with full time employment, but with a veoyd income.

Over and above the categories of people mentiofdeawho may qualify for
assistance the policy furthermore establishesriite monetary terms. Therefore it
is stated in the policy that “if the total househaicome exceed two state pensions,

the applicant will not be considered”.

People applying will furthermore be subjected twaighted means test which will
include factors both economic and non-economic aghotal household income,
number of people per dwelling unit, particularsagtets and possessions of material
goods. If the verified gross monthly income ofrakmbers of the household does not
exceed two state pensions, the sewerage serviosereemoval and a maximum of 5

kiloliters of water will be provided to the housddhdree of charge. The account



holder will be notified that failure to pay for veatconsumption above 5 kiloliters will
result in the restriction of the water supply. dteity will, in terms of the policy, not
be subsidized.

3.1.3.3 Implementation of the policy

Under normal circumstances the period of subsitaats valid until the end of the
financial year, i.e. the end of June. The peribgubsidization may, however, also be
affected by circumstances such as when the fineposition of the account holder
change to such an extent that he/she does nofyguaterms of the provisions of the
policy anymore. The onus rests upon the accoudehdto inform the council should
his/her circumstances change to the extent thathéeho longer qualifies for
assistance in terms of the policy. This is anrggeanent that has the in-built potential
for fraudulent behaviour by recipients.

Renewal for assistance in terms of the policy wilt be automatic and the account
holder has to apply each year. As an additionahitoang mechanism, municipal
officials from time to time conduct on site insgeot at premises of beneficiaries in

order to ensure that details provided are indeeccb

Any person who supplies false information is didijea from further participation in
the subsidy scheme. He/she will be liable for tmenediate repayment of all
subsidies received and criminal proceedings magolbemenced with, as council may
deem fit.

3.1.3.4  Justification for an indigent policy

There was no doubt that the existence of an indigelicy was necessary. As a result
of the economic reality in South Africa such a pplis essentially. Unemployment is
high and local economic development is still atreddy new concept and one that
still has to have some impact on the economic hagpd®xperienced by the poor. It
is also a Constitutional obligation of municipagito provide their clients with basic
municipal services and if they cannot afford to f@ythem, they should still receive
these services.

The former TLC of Bloemfontein was the first mupiglity in the country to
implement free water (in October 2000). The indtgasiicy was first introduced with



providing only people registered as indigent witll 5f free water and sanitation.
Now that 6KI of free water is being provided to @dé residents of Mangaung, they
tend to use less than 6Kl of water per month. €hmbles them to settle their arrears.
Another benefit of being registered as indigenthist if their accounts have been
handed over to lawyers, the legal proceedings neatetminated. One problem with
this though, is that they have to pay the outstantégal fees up to that point in time.

3.1.3.5 Culture of dependency

On the one hand there was a general consensus tiaotdact that, whenever any

service is for free, it would create a certain éegof dependency. This is reflected by
endeavours (from an official's perspective) by pedpat are not really indigent and

would try and get access to the subsidy. On therdtand it was also argued that a
hallmark of any civil society is the responsibilitiyat the rich have to help the poor
and that the issue of dependency should not evepabkeof the debates around

indigency.

3.1.3.6  Duration of benefits

Once successful, indigents are registered for 18tinsobefore they have to re-apply.
The view was expressed that some people would iindery difficult, if not
impossible to get work. Therefore, residents whe @assified as such, should be
listed as indigent indefinitely and not have tcapply.

3.1.3.7 Verification of application and beneficiaries

Each application is checked by a fieldworker thas ko visit the applicant at his/her
house in order to verify the information provided the application form. The
fieldworkers work according to a monthly rostereisure that the satellite offices
remain open and staffed.

The consumption of water is regarded as one ob#d#t indications of the situation
pertaining to the financial position of membersaohousehold. The only problem
with this in that there are many leaking taps amlets in the townships and people do
not understand that it is not the responsibilitytted council to fix these and that the
onus rests on them to take care of that. This msesloing that residents need to be

educated in during community meetings.



The process of liaison with the Credit Bureau asgedfication measure may be
regarded as successful. If someone’s name igl sth the Credit Bureau, it means
that there has been defaulting on debt and thavehson has a bad credit rating. The
Credit Bureau also has details of those that haydieal for credit. Both angles can
provide assistance to the verification process. Tdwner when checking for
indigency by assuming that those that are listegh@igent truly are so, and the latter
by assuming that if someone has access to crbdit,are not truly poor. It was also
contended that this method of verification would be effective in all instances. An
example is the case where a person has been ietererior to being retrenched, a
family may have lived a lifestyle that cannot begawled as indigent, but after
retrenchment, they may not be able to maintain @acpayments.

Liaison with other government institutions is a fusevay of verification. Through
monitoring pension databases, it is possible tdyapplicants that are pensioners.

Poverty mapping is not regarded as an effectivéhateof verification. The example
was used that affluent people from other provingeg. Gauteng) have moved into
areas in townships like Botshabelo that have ticatlly been afflicted by poverty.
Although these areas have previously been charseteby poverty, they are living
there and “driving around in their big BMWs and Mt Should the poverty
mapping method be introduced, thereby negatingnined for verification, these
people would be enjoying the benefits that shoulty de allocated to the poor.
Another example is the one of the councillors whe &ving in areas that are

characterised by poverty, but this does not, introases, mean that they are poor.

Other methods of verification are taose councillors and to let applicants sign
affidavits stating their financial position. In isp of all the above mentioned
measures, it was reported that between 20-30%egdbr that qualify for registration
as indigent does not apply as they do not undetstenprocedure.

3.1.3.8 Obstacles in terms of the implementation process

All of the respondents agreed that this indigenlicgas still in a pilot stage and
subsequently there are a number of problems antlenhas experienced with its
implementation. There is a lack of both human andnicial resources. Although



there are eight customer care officials Mangauhg,tumber is insufficient to deal
with all the applications and to do proper verifica. There are also only two
vehicles available for this service, which is deély insufficient. Respondents
mentioned that often the lack of staff leads toagelbetween the application and
registration dates.

Before a household is declared indigent, the unmadount is handed over to
attorneys for legal action to be taken against hbesehold. After the indigent
application has been successful, the legal proesdare terminated, but the
household has to settle the fees claimed by thegeesy

Another problem in the different centres in Mangaua that the evaluation of
property of an applicant is used as a method ofization. If the applicant’s property
is valued higher than R95 000 the application jected. Often a family inherited
their house from relatives who passed away anawdgi this asset may be worth a

substantial amount of money, in reality the houshway still be indigent.

It was pointed out that often a lack of communibyntnitment to service provision (in
terms of understanding their obligations) is a hanmg factor. People do not
understand that the municipality is only respomsifdr leaking taps etc. that are
outside of their properties. They are negligentr@pairing leaks on their own
properties, thereby wasting a lot of water. Theeenss little commitment to

preserving water, which is a national responsipilit

All households have to reapply every twelve momthg this poses a problem. It was
contended that some households would not be ableose their indigent status —
pensioners, for example, are never going to be @bleork and so will always be
indigent. There should, therefore, be two categooieindigents. The first category
should include the group referred to above andsdw®nd category should represent
the unemployed that might be able to secure empoym

3.1.4 Witzenberg Local Municipality
An indigent policy for the former TLCs that currgntonstitutes the Witzenberg
Local Municipality has been in effect since 199A8fter the municipal demarcation



and the amalgamation that followed after that ager@a new indigent policy for the
Witzenberg Local Municipality was formulated. Tipislicy was formulated by means
of a three-day workshop attended by ward counsillaredit control officials and

representatives from the community.

3.1.4.1 Identification criteria

To be registered as indigent, the following craeapply:

* A person or household has to receive a monthlywtdoom the Municipality.

* The combined gross income of all people living ba premises may not exceed
the amount equal to the amount of two old agedipeagper month.

* No one living on the premises may own another housed property.

* The prescribed form must be completed and the egimin approved. Approval

is given on the basis of "the real financial neéthe household".

3.1.4.2  Services subsidised

The following services are subsidised:

* 6 Kl of water.

* 20 kWh of electricity.

* 100% of property tax to a maximum municipal valoatof R 30 000.
* 100% subsidy on refuse removal.

* 50% of sewerage services.

3.1.4.3 Duration of subsidies

Subsidies are terminated:

* As soon as the financial position of the houselmlodroves to such an extent that
it does not meet the criteria or after three manthich ever of these situations
takes place firstly and the onus rests upon thefmmary to inform the Council
about changes in his/her financial position. & ttnancial position remains
unchanged, beneficiaries have to fill in a new mppbn every three months; and

* When the applicant passes away.

3.1.4.4 Formulation



Initially four fieldworkers were appointed to agswith the implementation of the
policy. Two people were appointed for Bella Vjstae for Nduli and one for Ceres.
These fieldworkers worked the following hours: iadity they worked from 14h00 —
20h00 from Monday to Friday and on Saturdays fra8hGD — 13h00. Later, the
working hours changed to three days per week frédh®@ — 20h00 and one day from
12h00-18h00. The working hours on Saturdays remiaihe same (08h00 — 13h00).
The methodology was that fieldworkers had to uradertvisits from house to house to
inform the public about the existence of the polidkhis situation changed when the
fieldworkers were accommodated at the different momty halls where the public
could visit them. One of their main tasks wasgsist community members to fill in
application forms. The fieldworkers have sincentheeen replaced by four credit
control officers who operate in each one of ther foperational entities of the

municipality.

3.1.4.5 Justification for the policy

All respondents unanimously agreed that a neethéoexistence of an indigent policy
is justified. The unemployment rate is high and pgoor need assistance. The fact
was also stressed that one of the most pressindsreesducation since it is only
through education that people could be empowered.

A good example of how beneficiaries are educatedutih the process to manage
their finances responsibly is the introduction bé tso-called auxiliary tariff. This

tariff is aimed at assisting indigent beneficiariefio are in arrears with their
municipal service account to settle such accourtgstvreceiving their indigent

subsidies. When registered indigents, for exammlechase a pre-paid electricity
card, a percentage of this amount is utilised ttestheir arrears. According to the
respondents, this has indeed helped community mentbeaddress their financial

situations in a responsible way.

3.1.4.6  Culture of dependence

The point of view that subsidisation of municip&nsgces contributes towards a
culture of dependence is well known in the West@ape. Respondents, however,
disagreed with the view that the subsidisation @ftain services would lead to a
culture of dependency. The argument was raisednibtaall the basic services are



covered by the policy. Services such as educa@hthe purchasing of food and
clothing are not subsidised, which means that gebale to take care of these needs
themselves. Thus the contention that the subsioisaof a limited number of

(essential) services could not possibly encouragétare of dependency.

Another view was that, although some people do seishe opportunity to benefit by
the policy. Such people do not really try hard wgioto find any other sources of
income and then use the indigent policy as the @gtibn to survive. The opinion

was expressed that municipalities should regaas ibne of their main functions to
also play a role in assisting the poor identify alevelop ways that they can help
themselves. Community development projects cbaldf help in this regard, but the
concern was that sometimes the poor do not always hAccess to opportunities for
development.

3.1.4.7 Communication measures

Initially newsletters were sent out to each perd@t receives an account from the
municipality. The perception, however, is that yai the taxpayers do not read
these newsletters. The four fieldworkers also toddé door to door visits to inform
the communities. Since the new indigent policy veaproved recently, a major
information campaign is being planned for the rfegure. An amount of R120 000
has been budgeted for this purpose. An extermdtactor has been hired to assist the
Council in this regard.

3.1.4.8 Verification of applicants and beneficiaries

The measurement of consumption of services likeewand electricity is not
foolproof. The quantity of consumption for examg&pends on the number of people
living in a household. The more people living ba premises, for example, the more
the consumption will be. This is, therefore, net@ssarily a good method to prove a
household's indigence. One respondent argued ithatas only the usage of
appliances such as geysers, stoves and possiligrfi¢laat would enable a person to
differentiate between poor and more affluent pedapthe quantity of consumption
would be used as verification mechanism. Thesdaps, it was contended, make a
small difference in consumption and so this canbeta fair way to measure

indigence.



The utilisation of the Credit Bureau was not regdrds a useful verification method
for indigence, since the information received fribms institution only refers to people
who qualified for credit. Information about peopléo have never been granted
credit would not be available at the Credit Bureau.

Poverty mapping is a quick reference method but anqgiroper way of verifying
indigence. A person that lives in a more affluarga might own his/her own house
but could have been retrenched and subsequentiyrigea poor person — even though
he/she lives in such an area. At the utmost, ppwveapping could be regarded, as a
good starting point of the verification processt the general feeling was that it was
not a foolproof method.

All respondents agreed that councilors should eotiged in the verification process.
There was a strong feeling that the political eletvad this process should be clearly
separated from the management activities. The teiop to deviate from the
original policy is more likely to happen at the igo&l level than at the level of
management. To follow strict procedures is somegimn inhibiting factor for

councilors in exercising their functions from aipchl perspective.

3.1.4.9 Obstacles in the implementation process

One of the major problems experienced in the implatation of the policy has been
the qualifying income. Before the new policy cam® affect on 8 August 2001, the
qualifying monthly combined income was R800. Marfythe residents in Nodule
and Bella Vista felt that this amount was too ldwow that the amount is R1140

(twice the amount of a state old age pension), rpeaple are eligible to apply.

Many residents are still not aware of the subsidg &his is regarded as a major
problem of the policy. By experience applicants aot always willing to speak to
strangers about their financial situations. Lamgubarriers sometimes also hamper

communication.



Table 4: Comparative analysis of focus group figdin

NELSON MANDELA MANGAUNG WITZENBERG

1. Justification for an indigent policy | 1. Justification for an indigent 1. Justification for an indigent policy

. An effective way to address the policy ¢ Aneed for the existence of an
needs of the poor. ¢ No doubt that the existence of an indigent policy is justified.

3 Provides for an opportunity to indigent policy was necessary. ¢ The unemployment rate is high and
educate applicants as to the ¢ Unemployment is the main reason the poor need assistance.
management of their finances. high and local economic ¢ One of the most pressing needs is

. Policy has also been instrumental development is still a relatively new education since it is only through
in boosting the payment of concept. education that people could be
municipal services. ¢ Seen as a Constitutional obligation empowered.

3 Indigents qualify for a 100% of municipalities to provide their ¢ The so-called auxiliary tariff exists.
subsidy on the following: clients with basic municipal This assists indigent beneficiaries
¢ General rates. services. who are in arrears with thejr
¢ General service charges. ¢ The former TLC of Bloemfontein municipal service account to setfle
+ Sewerage. was the first municipality in the such accounts whilst receiving thei
+ 12 KI. of water. country to implement free water (in indigent subsidies.

+ Refuse charges. October 2000). . o ¢ The following services are

+  This subsidy only applies when the . Only people registered as indigent subsidized:

consumer agrees in writing that a received 5Kl of free water and ¢ 6 Klofwater.
flow-control washer may be sanitation. ¢ 20 kWh of electricity.
installed. ¢+ Now 6KI of free water is being ¢+ 100% of property tax to a
¢ Households where the combined provided to all the residents. maximum municipal valuation
gross monthly income of all ¢ Tendency to use less than 6KI of of R 30 000.
occupants over the age of 18 yearg water per month. ¢ 100% of refuse removal.
exceeds one state welfare pension| ¢  Another benefit of being registered +  50% of sewerage services.
but does not exceed R 800 per as indigent is that if their accounts
month in respect of non-pensioners have been handed over to lawyers
or two state welfare pensions per the legal proceedings may be
month, qualify for a 50% subsidy terminated.
on: ¢ One problem is that they have to pay
¢ General rates; the outstanding legal fees.
¢ General service charges;
¢ Sewerage; and
¢ Refuse charges.
¢ Inrespect of water, where supply i$
metered, households qualify for a
100% subsidy on 6 Kl of water with
a concession of up to 12 KI.
¢ If consumption exceeds 12 Kl per
month, the household is charged for
actual consumption exceeding 6 K
at normal tariffs.
¢ Where supply is not metered,
households are subsidised at 50%|on
fixed charges.
¢ Flow-control washers are installed.,
¢  Electricity does not form part of the
subsidy and approved tariffs apply,

2. Identification of beneficiaries 2. Identification of beneficiaries 2. ldentification of beneficiaries

¢ Sworn affidavits to support ¢ To be registered as indigent, the | ¢ Initiated in 1996 as part of the

qualification. following criteria apply: Masakhane campaign.

¢ Poor community awareness. ¢ Aperson or household has to recejve  Workshop between councillors ang

¢ Suggested better marketing of the a monthly account from the career officials.

indigent policy, to ensure Municipality. ¢ Number of applicants registered
community awareness. ¢ The combined gross income of all varied between 22 000 in 1997 and 4
¢ Suggestions to create more people living on the premises may 394 in 2000
awareness include: not exceed the amount equal to the¢ ¢  The following people qualify:
¢ Notices on municipal amount of two old aged pensions ger ¢  Unemployed people.
accounts; month (R 1 120). ¢ Pensioners.
¢ Holding meetings where | ¢  No one living on the premises may ¢ Disabled people.
indigenous languages are own another house or fixed property. 4  Single parents in receipt of
used to inform the ¢ The prescribed form must be

community;

¢ Employing people to

completed and the application

approved. Approval is given on the

child support grants with no
other form of income.
¢ People with temporary, casual,




disseminate information;
¢ Using the electronic
media; and
¢ Dissemination of
information by the
respective ward
councilors.

basis of "the real financial need of
the household.

contract and seasonal
employment that are unable tg
pay.
¢ People with full time
employment, but with a very
low income.
Applicants are subjected to a
weighted means test that includes
economic and non-economic facto
If the verified gross monthly
income of all members of the
household does not exceed two st
pensions, the sewerage service,
refuse removal and a maximum of
kiloliters of water

ate

Verification of application and 3. Verification of application and 3. Verification of applicants and
beneficiaries beneficiaries beneficiaries
Electricity supplied mainly through | ¢ A fieldworker through personal ¢ The measurement of consumption
pre-paid meters and is not part of the  visits to verify the correctness of services like water and electricity i
subsidy. information checks each applicatio. not a good method to prove a
Monitoring of water consumption as ¢  The fieldworkers work according tq household's indigence.
a measure to verify. a monthly roster to ensure that the| ¢  The utilisation of the Credit Bureau
Water pipes may be leaking and that  satellite offices remain open and was not regarded as a useful
makes system unfair. staffed. verification method for indigence.
No person qualifies if he/she owns| ¢  The consumption of water is ¢ Poverty mapping is a quick
more than one house. regarded as one of the best reference method but not a proper
This qualification is regarded as indications of the situation way of verifying indigence.
unfair. pertaining to the financial position.| ¢  Councillors are not used in the
In the beginning it was procedure tp¢  Leaking taps and toilets in the verification process.
check with the Credit Bureau to townships create problems.
verify applications. ¢ Residents need to be educated abput
Poverty mapping would be an their responsibilities.
ineffective way of verification. ¢  Liaison with the Credit Bureau as a
Houses where registered indigents verification measure is successful.
were living were equipped with ¢ Liaison with other government
television aerials, cars were parked institutions is a useful way of
outside the houses and people from verification.
the area were dressed rather ¢ Poverty mapping is not regarded as
fashionably. an effective method of verification.
Utilisation of councillors was not | ¢  Other methods of verification are t(
regarded to be a successful method use councillors and to let applicants
of verification. sign affidavits stating their financial
35-40% of applications is not position.
approved and this is mainly due to| ¢ Between 20-30% of the poor that
dishonest applicants. qualify for registration as indigent
No applications rejected due to does not apply, as they do not
limited funds. understand the procedure.
Uncertainty about the fact whether
equitable share funds
Should be used for the settling of
arrears in the Suspense Account.
Duration of benefits 4. Duration of benefits 1.43 4. Duration of benefits
Beneficiaries do not re-apply for ¢ Indigents are registered for 12 ¢ Subsidisation valid until the end of
registration. months before they have to re-apply.  the financial year.
Most of the recipient’s financial ¢ The view was expressed that ¢ The period of subsidisation is
situations do not improve much. residents classified as such should affected when the financial positior]
be listed as indigent indefinitely. of the account holder improves.
¢ The onus rests upon the account
holder to inform the council should
his/her circumstances improve.
¢ Renewal will not be automatic and
the account holder has to apply ea
year.
¢+ Municipal officials conduct on site

ch

inspections in order to ensure that




details provided are correct.
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¢ Provision of false information
disqualifies applicants and may led
to criminal proceedings.
¢ are provided free of charge.
¢ Electricity is not subsidised.
Communication measures 5. Communication measures 5. Communication measure
Mass media campaign was ¢ Arose out of the Masakhane ¢ Initially four fieldworkers were
launched. campaign, with its main focus being appointed.
Advertised in the media and at mags  on service provision, debt collection ¢  Working hours were changed to sy
community meetings. and customer care. the needs of customers
Pamphlets were handed outand | ¢  Connection with the Batho Pele ¢  Fieldworkers visit residents from
posters were put up in all municipal White Paper. house to house to inform them abag
offices. ¢ Ward councillors are used to spread the existence of the policy.
Leaflets were sent out with all the the word about the policy. ¢  This situation changed when the
municipal accounts. ¢ Advertisements were aired on the fieldworkers were accommodated
Processes are repeated every now radio and placed in local the different community halls wher
and again. newspapers. the public could visit them.
Councilors responsibility to inform | ¢  Customer care centres were open¢dé  One of their main tasks was to ass
their constituencies. at the pay point sites. community members to fill in
Ensure that applicants understand application forms.
the systems ¢  The fieldworkers have been replac
Verification officers verify each by four credit control officers who
application. operate in each one of the four
operational entities of the
municipality.
Culture of dependency 6. Culture of dependenc 6. Culture of dependenc!
Disagreement that the indigent ¢ View of officials that whenever any| ¢  The point of view that subsidisatior
policy create a culture of service is for free, it would create g of municipal services contributes
dependency. certain degree of dependency. towards a culture of dependence is
System lacks a foolproof mechanigm®  This is reflected by endeavours by well known in the Western Cape.
to prevent abuse. people that are not really indigent | ¢  Respondents, however, disagreed
who would try and get access to the with the view that the subsidisation
subsidy. of certain services would lead to a
¢ Another view is that a hallmark of culture of dependency.
any civil society is the responsibility ¢  The argument was raised that not
that the rich have to help the poor. the basic services are covered by {
policy.
¢ Services such as education and th
purchasing of food and clothing arg
not subsidised.
¢ Another view was that, althoug
some people do misuse t
opportunity to benefit by the policy,
¢  The municipality should regard it 3
one of their main functions to alg
play a role in assisting the po
identify and develop ways that they
can help themselves.
¢ Community development projec
could help in this regard.
Obstacles in terms of the 7. Obstacles in the implemen-
implementation process tation process
Indigent policy is still in a pilot ¢ One of the major problems is the
stage and subsequently there are a qualifying income.
number of problems. ¢+ Before the new policy came into
There is a lack of both human and affect on 8 August 2001, the
financial resources. Although there qualifying monthly combined
are eight customer care officials income was R800.
Mangaung. ¢  The current qualifying amount is
Before a household is declared R1140 (twice the amount of a state
indigent, the unpaid account is old age pension). More people are
handed over to attorneys for legal eligible to apply.
action. ¢ Many residents are still not aware |of

After the indigent application has

the subsidy.




been successful, the legal procedufes

are terminated, but the household
has to settle the fees claimed by th
lawyers.

The evaluation of property of an
applicant is used as a method of
verification.

The lack of community commitment
to service provision (in terms of
understanding their obligations) is
hampering factor.

People do not understand that the
municipality is only responsible for
leaking taps etc. that are outside of
their properties.

D
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They are negligent in repairing leaks

on their own properties.

All households have to reapply
every twelve months and this pose
a problem.

[y

Applicants are not always willing t
speak to strangers about th
financial situations.

Language barriers sometimes a
hamper communication.

O
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3.2 Findings during stakeholder workshops
In addition to the data collection by means of theus group meetings, workshops

were conducted in all four of the municipalitiesncerned.

followed during these workshops entailed the folloyy

The methodology

» First the participants were asked, by means ofgplebrain storming sessions, to

identify all the problems with regard to the for@uidn and implementation of the

indigent policies in their areas.

* From this list the groups had to select the fivesnaoucial problem areas.

» This was followed by the identification of at ledltee solutions for each one of

the five problem areas.

* The next step was to identify the possible obssariehe way of the successful

implementation of such solutions.

* Finally the groups were asked to identify six clb#gastics of a typical poor

person.

3.2.1 List of identified problems with regard to indigent policy

During the first session, which was a plenary goarticipants were requested to
identify and list all the problems that they ar@enencing with regard to the indigent
policies in the different municipalities. The Ist problems that follows represents all
four of the areas where the research was undertakBacause of the generic
similarities of the identified problem areas, itsvdecided not to distinguish between
the findings at the different municipalities. Tl that follows, therefore, represents
a collection of the opinions expressed by all tlenary groups. The problem areas



that were selected as the most crucial ones forstieeessful formulation and

implementation of the indigent policies appear afdb

The issue of unemployment.

Legal actions that are taken against indigent geopl

Disconnection of essential services because ofpayment.

The way in which councillors are functioning leavesch to be desired.

Incorrect information provided to communities byrezx officials and political
office bearers.

Rates related concerns.

Refusal by the municipality to accept partly paptseof accounts.

Lack of basic services and/or the poor qualityes/ges.

Customer care is not good because of unfriendly sodetimes incompetent
employees.

Municipal offices are too distant from where indiggeople are living, which
makes accessibility very difficult.

Inadequate office hours.

Exclusion from indigent benefits because of thd taat the qualifying monthly
income is unreasonably low.

Insufficient employment opportunities, includingiépe — jobs" lead to food
shortages. People cannot pay for services whilmbees of households don't
have money to buy food.

Slow decisions/implementation of policy.

Electricity supply gets cut off in spite of priorrangements with officials for
payments of arrears.

Insufficient self-identification by officials whaead meters.

Some applications turned down because of the wafiee property even though
nobody in the households is employed.

Distance between townships and lawyer firms whengments have to be done
when legal actions have been taken against defaulte

The format of municipal accounts is complex andncarbe interpreted correctly
by tax payers.

Amount of municipal account is increasing every thoim spite of the fact that

water supply has been cut off.



» Absence of a customer care approach in dealing thighpublic and service
delivery.

» Disagreement with blanket approach of subsidiesi{én).

* The registration process is not user friendly amerdfore unfair. It does, for
instance, not distinguish between bona fide appigand those who want to
benefit in a mala fide way.

* The appointment of municipal employees from outsitearea of jurisdiction in
stead of locals.

* No follow-up actions by officials in cases of disc@ctions .

* llliteracy among community members as well as thengliage/s of
communication.

» Successful applicants are required to pay re-cdimmedees for terminated
services.

* The problems surrounding the determination of ttesg income of a household.
It happens that the applicant is a pensioner, hacthild of such a person earns
more than the qualifying amount and the child ocdytributes an insignificant

amount towards the household.

3.2.2 Priority areas and solutions

The different areas identified as priorities (notsequence of importance) are listed
below with an indication of the solutions for egmoblem area as developed by the
different groups.

PRIORITY PROBLEM | SUGGESTED SOLUTIONS
AREAS




The issue

unemployment

of

Banks should reconsider policies with regard tofthreling
of small businesses. This will encourage entremrgal
thinking in the community.

Municipalities should create part-time jobs andrategy for
job creation should be developed. All stakehold
particularly members of the community, should maptite
in this endeavour. Examples of such opportunities the
cleaning of streets and graveyards as well as
opportunities for the youth during school holidays.
People should be provided with work.

Municipal employees and councillors should as
communities to identify and/or initiate sustainapl®jects
and assist them in realising such projects.

Municipal tenders should be given to the commusiitie
The private sector, particularly large companiesush be
encouraged to invest knowledge and resources ir
communities in order to enhance development.

The qualifying age for old aged pensions shoultblbered
to 50 years of age.

Widows should automatically qualify for pension.

More old age homes should be provided.

Local people should enjoy preferential treatmenhwegard
to employment at municipalities. The appointmerft
external people should be limited to the absoleseetial.

A radical change in the attitude and behaviour rdirary
members of the community may be instrumental in
promotion of, for instance, tourism.

No favouritism (with regard to local applicants)oskd be
applied when applications for appointment are amrsd.
Municipalities should also respond to applicatiémswork
and not allow applicants to be uninformed becausrob
letting them know whether their applications haweeib
successful or not.

Councillors and municipal employees must at allesnbe
honest with all community members about the avditalof

funds of projects. It is important that peoplenfraall

ers

job

sist

poo

the




Legal actions that

are taken against

indigent people.

Disconnection of
essential servicey
because of non

payment

The

councillors

role of

D

language groups be treated equally.

Debt collectors from poor communities should becaped
to prevent legal actions being taken in cases w

households are experiencing financial crises.

Disking of water should be suspended.

All outstanding accounts of indigent people shobéd
put in suspension account.

Municipality must take responsibility for the inBgdion

of taps and sewage’s systems.

Water provision should not be cut, since it is rdgd as
an essential service. Water also plays a cruolal in

certain traditional activities such as funerals.

Mobile pay points should be established.

Community leaders (other than councillors) shqg

attend council/Exco meetings.

here

uld

Guidelines must be developed for the minimum

requirements for the communication between coure

and the community. The current system
communication between elected representatives
their constituencies is not effective.

Councillors must conduct report back meetings &
community once per month where issues with rega
all policies could be discussed.

Councillors should take a neutral stand in deakitg

community needs such as indigent policies. Cure
the system is over politicised.

Councillors  must reconsider their roles
representatives of the community. Worka

community structures should be established.

Councillors must associate themselves with indig
people and not distance themselves from that tefvidle
community.

Councillors should be more sensitive and sympath

lo
of
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Incorrect

information

provided to
communities by

career officials and
political office
bearers.

(Communication &

education)

with regard to the creation of employment oppotiasi
for indigent people.

Councillors must ensure that processes
participation by the community are in place. Cutlye
the community feels excluded from the poli
formulation and implementation processes.

Mass meetings should be held where council

could account for their governing functions

Community leaders (other than councillors) m
receive training in the field of poverty alleviatidn
order to enable them to advice their supportergnr
informed fashion.

Educate the community in the requirements for
rendering of effective and efficient.

These leaders must then educate the commu
Municipalities must facilitate this educational pess.
Educate the community in areas such as reasorikd(
imposition of rates and taxes and why the paymén
such rates and taxes is essential.

Educate indigent people in the working of indig
subsidies.

All officials that deal with indigent procedures gty
ware nametags in order to make themselves iddrigfi
to applicants for and beneficiaries in the indig
policies. Another possibility is that they are yided
with uniform clothing.

Names of officials should be displayed on the dair
their offices.

All officials working with the indigent policies sild
ware identification cards.

Officials must leave notices in cases where membke

households were not at home when they were visited.

When meter readings are done, notices indicatirg
consumption should be left at the premises, prbfena

should be handed to an adult member of the househ

for
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Rates

concerns

related

Decentralised municipal offices should be establish
The appointment of people based on their polit
affiliations should be stopped.

The community should be consulted with regard
working hours of personnel manning decentrali
offices in the townships.

In cases where a municipality is not in the positio

provide finances for a sufficient number of offisighat

cal

to

sed

have to administer indigent policies, a reasonable

amount of the Equitable Share Grant should besetlj

for that purpose.

Employees that implement the indigent policies &hou

preferably be social workers. Such people are &b
attend to a wider range of social needs of membg
indigent households.

It is essential that employees working with indig
project are able to communicate with clients in
language of their (clients) choice.

Road shows for the marketing of the indigent po
should be held regularly (at least three times
annum).

Extended office hours should be investigated.

the

icy
per

Services to households living in shacks in informal

settlements should be rendered free of charge
Rates should be reduced.

The creation of employment opportunities would é@a
more people to cope with increasing rates and taxes
The specialists employed by municipalities shag
identify workable mechanisms for the identificatiand
verification of indigent households.

Pensioners should be exempted from the paymer
rates and taxes.

Indigent households should receive 100% subsidies
the connection of electricity.

Properties of indigent households should not bd 8o

b

uld

it of
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execution in cases of non-payment.
* Meter readers must be trained properly to avoid

mistakes in meter readings.

4]

* The pre-paid system of electricity supply to indig
households should be stopped.

* The level of living costs should be considered he t
determination of amounts of subsidies.

* The financial position of members of householdsusho
be the only criteria for qualification as indigeniThe
value of properties should not be applied a qualify
criteria.

* Indigent households should be exempted from |the
payment of rents.

* The monthly expenses of potential/registered indige
households should be introduced as qualificatiderex
for indigent benefits.

* Properties owned by indigent households shouldoegt
used as qualifying criteria. How do you evaluate
property for the purposes of indigency if that mndyp is
given to people free of charge?

* The period of validity of indigent benefits shoube

O

extended to at least four months before it is ebqub

from beneficiaries to re-apply.

3.2.3 Obstacles

The following obstacles in the way of the succdssfiplementation of the above
solutions were identified:
* Budget constraints.

* Unemployment. The lack of opportunities such as leyment and methods to
improve the quality of life of indigent households.

* Inadequate/ confusing legislation.
» Lack of correct information about indigent policies

* Inflation rate (economy).



* The lack of opportunities for the education anchtrg of communities.
* Policy (nepotism).

» Ineffective utilisation of resources.

» Honesty of the different stakeholders.

» Corruption.

* Crime.

* Lack of investment.

* Poor exchange rate.

* Non-payment for services

* No capacity building for the establishment and fiomng of community

structures or leaders.

* The inability to identify appropriate qualificatioeriteria for indigency and the

lack of commitment to implement indigent policigieetively and efficiently

3.2.4 Characteristics of a poor person

The criteria for qualification were through-out téieidy identified by all respondents
as a crucial element in the successful manageniémdigent policies. It also became
apparent that stakeholders hold quite divergemiops with regard to that facet of
indigent policies. Subsequently it was decidedeaquest the participants from the
Durban Unicity, the Nelson Mandela Metropole andniyaung workshops to identify

the characteristics of a poor person. This wasedwnorder to provide some

perspectives from the background of people whortetiemselves as indigent, on the
criteria for the identification of indigent housdti®. The following table provides a

summary of the analysis of these characteristics:



Table 5: Identified characteristics of poor people

CHARACTERISTIC RELATED ISSUES

Financial * Unemployed

* Low incomes

* Irresponsibility in terms of the management of fices
* Inability to pay for services

* Debt

* No money

» Failure to pay school fees and rates

Personal life * Need of basic food

necessities « Water and sanitation

* Quality of clothes

* Begging for food

» School attendance by children

» Condition of clothes (dirty clothes)
* Malnutrition

Housing e Overcrowded houses

» General appearance of house and quality of fumnitur
* People (family members) living in the streets

* No electricity connection or any form of lights

* Nothing other than firewood for source of energy

Spiritual issue * Orphaned children

» Disabled persons

* Unhappy, spiritually unfulfilled and destitute pé&op
* No education / no vocation / training

4, STRATEGIES FOR THE FORMULATION AND IMPLEMENTATIO N
OF INDIGENT POLICIES

The research revealed that the systems and prscdssethe formulation and

implementation of indigent policies at the differerentres of research differed

significantly from each other. This is an accefgdbend in terms of addressing the

specific needs of each municipality and those ef people concerned in the most

effective way.

The research also revealed that, regardless aliffieeent approaches to this issue, the
generic similarities with regard to problems thatligent people as recipients and
non-recipients of the benefits are experiencingiirega new look at strategies that
may enhance successful implementation. An anabfgisese problems might lead to
the development of strategies that would addresséeds of that specific group of
people in communities more effectively. Based be findings of this research

project, the following recommendations could be enad



4.1 Interpretation of equitable share
The so-called "S" Transfer of the Equitable SharanGpayable to municipalities by

Central Government aims at the enhancement ofyeguterms of municipal service
delivery. The clear intention is to ensure thabrp@sidents of towns and cities have
access to basic municipal services such as wat@tason and electricity.

From this perspective, the logic conclusion is thaneficiaries from this policy
should be limited to people who are financially mo& position to afford the payment
of basic services. The research findings indidhtg the majority of municipal
indigent policies implemented by the municipalitiefiere the research has been
undertaken meet this requirement. This approaefferfed to as the targeted
approach) clearly involves a magnitude of admiatste functions and it seems rather
complex to be managed effectively.

Cognisance should, however, be taken of the pmacfallowed by certain
municipalities that culminates into the so-calledversal/blanket approach towards
the utilisation of the "S" Transfers. This waydw#aling with the grant seems to be a
softer option in the sense that it does not requirensive efforts to manage. It is,
however, questionable whether, in these casesolifertive referred to above i.e.
assistance and support to the poor is eventualiynatl. Respondents, particularly
community members, where this approach is followsldowed a lack of
understanding of the whole concept of "S" Transférsvas, therefore, not possible to
draw valid conclusions from their inputs in thigaed.

From the part of municipalities where this approaghfollowed, the view was
expressed that the Transfer should be looked ah aslditional source of revenue that
enables the municipality to render services to th# inhabitants. From this
perspective, the apparent danger exists that tiedeof partly free services to all
the users regardless of their financial positiory tha seen as one of the underlying
reasons for the ongoing culture of non-payment. pkmf could be found that the
additional income through higher tariffs for seescutilised (by consumers who can
afford it) above the maximum that qualify for sudisation, was allocated and spent
for the alleviation of poverty. Neither could iodtions be found that this



"additional" source of income was allocated for itherovement of existing subsidies
of services to the poor.

Although it is a cumbersome management processatheted approach seems to be
the more justifiable of the two options in terms fafrness and the accountable
spending of money. The recommendations in thiontewill, for this reason, be
based on strategic actions that have to be undmrtéde following the targeted
approach towards indigent policies. The reseairaings revealed that two clearly
distinguished overarching strategic processes havée undertaken when this
approach is followed. First is the strategiesteslao the formulation of the policy.
Second, the strategies focussed at the implementafithe policy. These strategic
areas will be dealt with in the next part of treport.

4.2  Formulation of indigent policy
Policy formulation comprises a variety of complexiaties. For the purposes of this

report emphasis will be placed on the processdswiet for the design of indigent
policies.

4.2.1 Policy design problems
The most serious shortcomings with regard to th&igeof these policies are the

following:

* The unconditional nature of the Equitable Share Grants by the Centra
Government

* leads to discrepancies in interpretation. The pregation of the targeted approach
seems to be within the spirit of the "S" Grant, athis to enhance equity with
regard to the provision of essential services. liddtion of this grant for the
benefit of any members of the community other tham poor contradicts the
objective of equity.

* In the majority of cases no evidence was found thatformulation of indigent
policies was preceded by well-conducted socio-esonicesearch Such efforts
could lead to the conclusion that the focus onindegent factor in isolation from
other socio-economic problems would merely be tdress the consequences
rather than the causes of the problem. This leawem for doubts about the



validity of the policy and difficult, if not impodsle, to determine whether the
needs of the right people were addressed and wh#tbeobjectives have been
achieved.

There is also no evidence of a scientific base tfer determination of the
gualifying criteria for households to be registered as beneficiarigheiGrant.
Many members of the community complained about ittedequacy of the
qualifying amount (based on the amount of old agresns) and suggested that it
should be increased.

Unemployment appears to be the main cause of the problem amdcipalities
should take note of the solutions suggested by sl participants and other
respondents. Suggestions varied from private serrteolvement and the
identification of sustainable projects, to combgtiblatant favoritism in the
appointment of municipal personnel. A close lodktle solutions that were
identified for combating unemployment leaves theriassion that a strong sense
of responsibility exists among members of the comitguto become more self-
reliant. There were, however, also strong demdmdsupport by municipalities
to create opportunities for employment and othgpacay building projects.
There was also indications of dependency shown diyes members of the
community through suggestions that the qualifyirge dor old age pensions
should be lowered to 50 years of age.

Consultation with communities in the formulation process seetos be
inadequate and in certain instances non-exist&éhe opinions expressed during
focus group discussions and workshops showed ausetevel of mistrust in
existing structures such as ward committees asu@tatisn mechanisms. It is
from this background that the formulation of indigepolicies is seen as a
unilateral process that does not necessarily reptesthe views of indigent
people.

In cases where the targeted approach is followeshandents and participants
were unanimous that tlt@mmunication of the policy when it was introduced for
the first time was done satisfactorily. Since thidgm@® communication has
deteriorated and targeted people were left in #dmé,doarticularly those who still

need to be registered.



The identification of qualification criteria in thermulation of indigent policies

appears to be a matter of concern among membéns cbmmunity.

4.2.2 Suggested strategies

As a result of these shortcomings indigent peaplgeneral, feel excluded from the

formulation process. Municipalities should considlee design of strategies that

would include the following:

Research and analysis of the socio-economic neetteir communities. Much
more energy and time should be spent on addresbmgeal causes of the
indigent situation. Indigent policies should beegrated with municipalities'
broader poverty reduction policy. This requiremexiso applies for local
economic development (LED) initiatives taken by moiypalities as well as the
implementation of integrated development programnf@sch an analysis would
contribute significantly towards the determinatiminthe nature and scope of the
gualifying criteria for registration.

Following on the above should be the implementatidnthe Constitutional
provision for co-operative governance between mpaities and the other
spheres of government. A variety of provincial gement departments are
active in the field of poverty alleviation. Dupdigon e.g. with regard to the
identification and verification of indigent peopteuld be eliminated if the role
players representing the different spheres of govent would collaborate in the
processes of strategy design.

Steps should be taken to re-activate municipal @odhmunity structures
(including those established by law as well as NG@d CBOs) to fulfil their
roles as representative bodies of the communityicpéarly the poor;

The re-orientation and where necessary, re-trainiingouncillors, officials and
communities in the fields of consultation and comioation in the indigent
policy formulation process.

The design and implementation of monitoring andtrmmechanisms that would
enforce sustainable consultation and communicatidhe formulation of indigent

policies.



* An assessment of the impact of indigent policieshenquality of life of the poor
leads to the conclusion that Equitable Share Grahtsuld rather be made
conditional.  Alternatively, a more effective mamihg system should be
designed that would enforce municipalities to ssilithese grants for the
earmarked purposes.

4.3 Implementation of indigent policy
Implementation seems to be the main hampering fdctdhe effective management

of indigent policies. This is the origin of disiséction among community members

and the cause of frustration among career officials

4.3.1 Policy implementation problems

Concerns identified with regard to the implementatof indigent policies could be

categorised in three main areas. These are tloaving:

» The process aflentification of people/households was regarded as a significant
obstacle in the way of implementation. The pooality of service delivery by
officials and the carelessness of councillors wefeen regarded as direct
attributes towards problems relating to the idéation of indigent households.
As in the case of the formulation of indigent pelg; these shortcomings are
caused by communication gaps, leaving room for wsiah and
misunderstandings. Employees, without exceptioreved the opinion that they
were adequately trained and experienced to undettadr tasks. The state of
affairs with regard to the training of councillocannot be reported on since the
number of councillors who attended the workshops Waited to one. An
analysis of the opinions expressed at the workshepegals that the major
problems experienced with the identification of igehts relate to procedural
issues. Here the fact was emphasised that the oaity/meeds a continuous flow
of information about the existence and working ok tindigent policies.
Participants in the workshops argued that the that indigent policies are
discussed during meetings of a council does notntieat the communities are
informed about such policies.

» The second implementation problem is therification of the validity of
applications. On the one hand officials raised clamfs about continuous efforts
by some members of the community to manipulatesgfsgem by applying for



registration as indigents while knowing that they ribt meet the requirements.
Members of the community on the other felt thatithplementation phase of the
policies is characterised by poor communicatiorhe Bbsence of decentralised
offices in the townships; inadequate office hoursl ahe incompetence of
employees working in those offices and councilloia@inly cause this. They are
of opinion that the implementation lacks a custoo@e approach.

The third area of concern is thaonitoring of the process. Here it mainly refers
to whether or not payments to individual househalasuld be continued. What
should be done to ensure that households thatfigdadit a certain point in time,
are still eligible for the subsidy in course of &ith

Forth is the problem odirrears of consumersas well as the fulfilment of their
obligations for consumption beyond the maximum that qualifies subsidy.
These inevitably lead to the issueledal actionsagainst defaulters. Community
members expressed their discontentment aboutstug in no uncertain terms.

4.3.2 Suggested strategies

Findings made during focus group discussions andkstops indicated that the

following strategies might improve the quality afligent policy implementation:

The crucial factor in the implementation processths appropriateness and
applicability of the formulated qualifying criteri@As indicated in Paragraph 4.2.2
above the identification of those criteria showdd, far as possible, be based on
thorough socio-economic research. Once that has l®ne, municipalities
should design procedures for the identificationpotential beneficiaries. The
suggestions by workshop participants and focus mratiendees about these
procedures can be summarised as follows:

* The design of procedures for the identificationrafigent households should
be undertaken in close collaboration with poterara current beneficiaries of
the subsidy. Regular information dissemination rogans of road shows
should be considered. From a community's perspgeckce to face contact
seems to be the preferable way of communicatighignregard.

* Members of communities must be educated in orderhawe a clear
understanding of the policy and its implementatioBducational programs

should be based on needs analyses. This will ibatgrsignificantly towards



the elimination of unrealistic expectations bothtenms of qualifying for the
subsidy as well as service delivery in general.

 In order to eliminate the high occurrence of indakapplications, the
identification procedures should place the onusnembers of households to
proof that they qualify for subsidies in accordamdgth the criteria. Here it
was found that municipalities have appropriate messs in place to deal
suitably with fraudulent cases.

The verification of the validity of applications @e of the more personal issues

and as a result of that, community members as agebfficials emphasised the

sensitivity surrounding that process. Here thegeations for strategic options
were the following:

o Officials dealing with the verification of appliGahs must be easily
identifiable and trained in handling matters otasstive nature.

* Employees with experience in social work are inlthst position to evaluate
the social and economic situation of applying hbos#s in a broader context
of living.

* Proficiency in the language of the residents o&etigular area should be one
of the indicative prerequisites for appointmentigigeht officials. The political
affiliation as requirement for jobs in this fieldauld not be a consideration.

» Officials and councillors should treat indigent pkowith dignity and respect.

A communication strategy based on the principlegshef White Paper on
Transforming Public Service Delivery (Batho Pelajstnbe developed.

* Education of communities must, in addition to otliesues, be focused at
changing their attitude. Although municipalitiesave a constitutional
obligation to improve the quality of the life ofdin inhabitants, communities
have to understand that indigent benefits are daly to those who need it
most.

The monitoring of the continuation of indigent sidiess to specific households is

one area that perplexes municipal officials. Aid¢gp catch 22 situation occurs

when on the one hand it is argued that unnecesganyding for subsidies to non-
gualifying households should be stopped. But, teoimg actions, on the other
hand is time consuming, complex and expensive tietake. The strategic option
for dealing with this problem, as mentioned abadseto be guided by scientific



data. A survey of the socio-economic status o&wiqular area would normally

include detailed information about the unemploymieehds in that area. Based
on such findings, a realistic timeframe can be rdeteed between the first

allocation of the subsidy and when follow-up a¢i&és have to be undertaken.

e Suggestions for possible solutions for the problehe community members
experienced with regard to arrears and the payrfenservices ranged from
unlimited free services to indigents to the creabd job opportunities. In many
instances ignorance on the part of the communitputlthe concept of
subsidisation was found to be the major reasoth®discontent. Another reason
for this could also be the lack of discipline witdgard to water and electricity
consumption on the part of the community. To ade®xtend the blame for this
was also placed on incorrect meter readings aneéasonable qualification
criteria. Strategic options were identified as :

* The reduction of rates payable by pensioners atigents;

* To use the financial position of households asottig criteria for qualification
and to exclude properties from that process; and

* The installation of pre-paid meters for electricdgnsumption. It must be
mentioned that the officials were in favour of thisut members of the
communities opposed the idea.

Community members expressed their frustrations vatard to legal actions against

indigent people. Although there may be justifioas for this view, this issue should

be look at as an integral part of the indigent gotoncept. If indigent policies are
formulated in accordance with the suggestion maudehis report, it would be
reasonable to argue that the final step to takal lections against indigents would be
limited to cases where consumers acted againstdhei convictions.



5. SUMMARY

This study could be concluded by the statement théouth Africa, the problem of
indigence is one that will remain an integral pafrthe municipal policy agenda for
the years and even decades to come. The lacKfafient sources of revenue in the
municipal sector is one of the most crucial stuntlblocks in the way to fulfil its
Constitutional obligation of service rendering titlae inhabitants of towns and cities.
For this reason the national government regardedseéntial to intervene. This was

done through the introduction of the "Equitable i@hdormula for local government.

Although this intervention enables municipalities tender services to a broader
spectrum of the community, particularly the poom@sthe poor, the formulation and
implementation of the policy suffer from some irdwrproblems. The unconditional
nature of the grants may be consistent with thestitotional right of municipalities to
manage their own affairs independently as a splaregovernment.  This
characteristic of the grant, however, also createblems. First is the absence of
guidelines for the formulation and implementatidrttee policies. This results in the
non-equitable division of funds made available bgtcal government. Second is the
problem of control. The study revealed that in dheas where data was collected,
control measures (by central government) that weunklre that the funds were spent
for the purposes it was allocated were non-existe@dn its part, this shortcoming

leads to an unfair exclusion of some indigents fthenbenefits.

The study also revealed that, although councilorg officials are committed to the
professional and fair formulation and implementatof the indigent policies, the
execution of these processes are complicated. Q@mmation seems to be a major
problem. On the one hand councillors and officalks "accused" of not informing the
community about the existence of the benefits. tl@nother, cases were reported and
witnessed where community members were guilty afsabof the system. In the
smaller town these problems are addressed moresafady than in municipalities
with city status.



Finally, it is suggested that the processes ofgmuwl policy formulation and
implementation should be undertaken within the 8evacontext of poverty
alleviation. Socio-economic surveys need to beettatten and the information
gathered from that should be utilised for the dmwelent of criteria for the
identification of indigents and the verificationtbieir continuous status as indigents.
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APPENDIX 1

Schedule of Questions




POSSIBLE QUESTIONS: INDIGENT POLICY
Questions to persons who are recipients of the befite

1. How did you find out about the policy?

2. What procedures did you follow to get access tant@ent policy?

3. What problems and/or obstacles have you experieimcéetms of the procedure
required to qualify for assistance? (list all ansye

4. How do you think can these problems be solved (ssiggossible solutions)? (list
all)

5. Are you satisfied with the assistance that you gith regard to the indigent
policy in terms of:
* Your account (Please motivate your answer)?
* The assistance you got from the municipal officer?

1.4.4 Questions to persons who qualify, but do not benefi

6. Are you aware of the municipality’s indigent polity

7. Ifit’s the case, how did you find out about it?

8. Did you apply for a discount on your municipal agob in terms of the
municipality’s indigent policy?

9. If it's the case, are you satisfied with the assise you got from the municipal
officer/s?

10. Are you satisfied with the assistance that is effeto inhabitants of your town in
terms of the indigent policy (please motivate yanswer?

11.1s the municipality doing enough to disseminateinfation about the indigent
policy? (e.g. in terms of the filling in of applitan forms)

12.Are you aware of the period and conditions undeiclvlyou may qualify for
benefits?

13.1f you haven't applied for benefits yet, what i tteason for that?

1.5Questions to officials

14. What is your position in the municipality?

15.Who requested you to deal with applications foigedt benefits?

16.For how long have you been working with indige rdes®?

17.Do you believe that a real need for such a poliagte?

18.In your opinion, how could be ensured that onlyspes who qualify benefit from
the policy?

19.Do you verify the information supplied by applicann their application for
assistance? (yes/no)

20.1f yes, how do you practically go about this? (exp)

21.1f no, how do you ensure the credibility of apptioas (e.g. information on form
verified by commissioner of oaths before applicasobmitted) (explain)

22.What is the average failure rate of applicationsofther words, how many of the
applications you receive are ineligible becausey theere not verified or
individuals do not qualify) and do you keep recofdhis? (get records and info if
kept, otherwise record guestimate)



23.1s their a limit to the number of beneficiarie®. ido you have to select from a
large number of applications or do you only selectertain number so as to
comply with budgetary requirements.

0] If yes, how do you go about screening applis@nt
(i) If no, is the value of the subsidy lowered so asstpply
benefits to all applicants?

19. What problems and/or obstacles have you expmee in terms of the

implementation and administration of the indigpalicy?

20. How do you think can these problems be solgaddest possible solutions)?

21 Did you get any training in dealing with indigemtses?

22 What is the impact of the policy on the budget?

23 Should there, in your opinion, be a uniform polayout the maximum amount to
qualify for the benefit?

24 Are the conditions of the policy with regard to thesponsibilities of the
council/official being complied with?

25 Do you think that more services/benefits shouldnokided in the policy?

26 Do you have any credit control policy in your mupadity? How is it applied?

27 Is your council/municipality in a position to dewaith cases of unauthorised
utilisation of the benefits?

28 Which procedures are followed with the collectidmmney?

29 Do you get sufficient support from the other speeytgovernment or do you feel
that you are entitled to better financial support?

30 For how many months should the subsidy be allo@ated

31 What criteria are used to identify beneficiarieg. encome, employment status?
(list all and supply detail, e.g. minimum incomedamhether person must comply
with all requirements or only with some, e.g. bemployed and receive no grants
or housing subsidy)

32 Do you have an official application form that peophust use when applying for
assistance? yes/no (if yes, please collect a copli® form or forms from the
official)

33 How long do successful applicants benefit from gudicy before having to
reapply for assistance? (indicate in number of ime)nt

34 How are benefits transferred to beneficiaries, sugosidy is subtracted from
account? (explain)
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Focus Group Transcriptions
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2 NDULI FOCUS GROUP 1

People registered as indigent
Q = Question
A = Answer

Interviewer: Zama Mvulane
3 Introduction

The Centre for Development Support (CDS) in theversity of the Free State
conducted a study about payments of services.fobis group discussed the way
Municipality is helping communities with their pagmt of water, electricity, sewage
and rent.

The municipality has been asked about how they rttak@olicy for helping
communities with the payment of services, how thetythe policy to the
communities, whether the policy is working or notldinally how it is working.

The CDS the decided to it was better to ask foeatmg with the people who are
entitled to the use of the policy. This was don&yand find out how they feel about
it and whether it is helping or not. The residearts asked to complete a certain form
and there the CDS would like to know what the resid encounter when they are
completing this form. They would also like to knewhether all the people who ask
for help are really indigent.

The people were asked to speak freely, as theré&vib@uno names will be mentioned
in the final script.

Interview:

Q: How did you find out about the policy that helpspeople with their municipal
accounts?

A: | applied for the policy last year, after my basd lost his job. After that, |
continued to apply thinking that my account willteeluced but it never did. | tried
again end of last year after my husband fell il aenewed the form every three
months as we had been required to do but my acewamstill the same in January. |
then decided that it would be better if | askedhagband to move out of the house so
that | can reregister the house under my own nance & was my house. | still

receive accounts from my husband’s owned rent.

4  Q: Before applying for this policy, how did you fird out about it?

A: | asked for help because | saw and heard frdrargbeople who were already
using the policy. | asked for advice from other gleavhen | noticed that | could not
pay my account of up to R2000.00 because my somuatasorking either.

5 Q: Do you still owe that amount?



A: yes | do and the rent is still increasing. Intfapted to use the policy and | went
through the whole procedure. | also do not havetedity at the house. My electricity
account was closed because | could not pay mytihants increasing by R1000.00
every month. By January | owed them R8000.00 aeckttvas no decrease what so
ever.

6  Q: After applying for the assistance, did you redge a notification that you
will be assisted?

Al: No!

A2: Sir, | also do not have electricity and watemy house. | went to the
municipality to ask for a job but did not get ithdve noticed that the municipality is
not working with us because it keeps on manglinip wie application forms.

A3: On Monday | went to the municipality to try asdrt out my brothers electrical
and water account problems. They told us that everyvho has not paid by Friday
would have their services terminated. What is toaisidering the fact that they are on
our side? We do not have jobs. We usually get 5Sthsojpobs, we do not have food
and we have children. What is the municipality d@in

A4: 1 am 25 years old and | live with my parentsolilems at home are my problems.
At home and in the neighbourhood we do not havs. j®he municipality claims to

be of help to us but | do not think it is helpingchuse for example, my neighbour has
a problem with her electricity and the municipalgims that she is back-riding from
others or the municipality. She was then fined RI100 and could only have her
electricity connected after paying that fine. Tlhelggem is that she is not back-riding
and even if she was doing that, she does not haveyrto pay for her account.
Instead of helping, the municipality requires R1@O0from everyone, people who do
not even have jobs.

A5: The reason why people back-ride for the elettyris because they do not have
the rent money. As a result of this, electricity avater services are terminated.
People stay in the dark. The municipality is thespn we cannot stay without these
services therefore people will do almost everythimget the services.

7 Q: How do residents find out about the municipal se/ices’ policy?

A: The policy you are talking about is not appliteato everyone. The municipality
goes to certain houses and tells the people thgtddén help. If the municipality was
helping the accounts would not have increasedhayt are and the rent too. |
therefore do not see any help. For example, iflyopelectricity, you pay R10 and
you receive R8 worth electricity. Where does tls of the money go.

Q: In order for you to get help, which procedures & you supposed to follow?
For example, which forms are you supposed to compé which procedures do
you go through?

Al: As | have already said, there is a gentlemaao gdes from house to house and
where he can help with the services. The infornmaisdhen passed to others by word
of mouth. This is one reason most people do nawkabout his policy.



A2: | was staying at home with my parents when {haysed away. Everything was
then changed (transferred) under my name. | thehfpaservices rendered and was
never on arrears ever since my parents passed apaigl. for the services from the
R300 I got from my 3 months job. | heard aboutgbécy from another person. | then
visited the municipality and was told to pay a agramount of money before hand. |
did that until I lost my job. | then set down besau did not know that | was
supposed to renew the policy. My account is novamimcrease because | lost my
job.

Q: is one of the procedures asking your neighbout® agree about your
economic status?

Al: Yes

A2: there are not meetings held regarding our nipaigproblems. We even have to
pay thousands for the land, plus the rent. Hovwolttg@eople supposed to pay for their
erfs. We also have to buy the electricity.

8 Q: Did you know that you are supposed to renew thioerms every 3 months?

Al: No, we did not know. We are not well informdabat these things. It would also
be better if there was a difference in the accowhsn you renew or fill in these
forms, but there seem to be no difference, insteadanore you ask for help the more
the account increases.

A2: there is another problem. Your tap might seaking and you then pay for this
leak. My tap leaks all the time and therefore lehdecided to block the leak with
paper and this leads to an increase in rats cominghe house. The municipality
does not come and help instead they tell you thaesne will be sent to look at the
problem but that person never comes.

9 Q: What solutions do you have for these problems?

A: We have councilors that we elected. We last geam the day we voted for them.
When you have a problem they do not help. For examgy house burnt down,
instead of them helping, | had to go to and frdhaitt getting any help. All | was told
was that someone will be sent to look at the stnat

10 Q: Do you have any meetings?

A: No, even if there are work opportunities, pedplee people they already know.
For example, friends and relatives. What aboutWe?also do not have jobs and
money. Instead they send us to lawyers. The mualitypsays the council lay the
rules. If they close their services it is becaustn® council’s command.

Causes for lack of money

No job opportunities. Grandparents having to take of their grandchildren with the
pension money. Food is a basic need and therefoneyns mainly used for this



purpose. Children have to be sent to school thexdfave to pay school fees and bus
fees. Single parenthood.

It is worse because we are sent to expensive |ax@e we fail to pay.

11 Q: When you ask for help, does the account come daas it was or does it
increase?

A: It goes up every month. The municipality doesipumoney but it is not much. It
does not make much of a difference. They say tieat put in the money just to help
but we should put our own extra money. But wherevdaet this extra money? They
give small amounts of money because there are mang people who require this
help.

12 Q: How do you get the assistance money after you Yeaapplied?

Al: They send forms to Cape Town and responses é@methem. The money
therefore from CT.
A2: My mother applied, but she never got any respon

13 Q: How do they tell you that you have received thenoney?

A: They state it in your account. It is not muchmag at all because when a new
season starts, your account is back to square one.

Q: Which way do you think is the best, which the muaicipality can use to help?
Do you think the municipality should pay for the acounts?

Al: We would like the municipality to cancel ourcacints and let us start afresh and
create new job opportunities. For example, we alleng/to clean our location but
this job is given to prisoners. We need these fpzmause we have the responsibility
of being both mother and father to our children.

A2: We would like to see our municipality prospedaherefore we are willing to pay
rent but we do not have the money. For examplege25 olds are not at school and
yet are not working. They have to get their moneynftheir parents who are
probably pensioners. These parents also have topagnt. It is impossible. The
municipality should therefore try and create jolpaypunities. They will definitely see
the difference because we are willing to pay tim.re

14 Q: If you go to the municipality looking for a job, do they help?

A: No! in fact, it depends on who you are. If you bt have someone you know
inside forget. For example, | applied for a job #imel form was due at 13:00. | went
there before 13:00 and they told me they wereadahg anymore forms. The next
person gave them the same form and they took ieWWlou confront them about this,
they rudely inform you to pay the rent.

As a result of not having jobs, we go and stealthedefore we get arrested every
now and again. We do not do this because we likatibecause of our needs.



Q: Did the municipality inform you that according to the policy you cannot
receive more than R11407? Are there any residents wilreceive at least R1000
from them?

A: No, all they told us was that if you earn manart R800 they cannot help you, but
they never said anything about the amount of meveegre supposed to get. The can
help only if you earn plus or minus R500. The mypatty should just have a proper
agreement abut how we can them and how they canuseFor example, if you do
not have a job they can help

you pay and then when you get a job you pay or shewld not increase the account
while you are not employed.

15 Q: Are there any projects that help residents to acumulate money?

Al: Not in this area.

A2: There are some projects around this area bytistenever get informed about
them in time. Again they are given to certain indiaals who they know already.
Some projects have even been closed down becaysddmot talk to the
community. There is one project where you get R4/09 but what can you do with
that money. Problems are far more than that. Whaed to voice my opinion | was
told to leave.

16 Q: Are there any developmental projects

A: No, there was a project that we went to. In fingject the lady told us that we
should pay before hand and yet we do no t have yntmneat at this instance, knit and
sell for her before getting paid. This meant thatwmere not going to be paid for at
least two weeks as compared to a project that we bad, where we were paid every
Friday. That lady told us that we were not goingéb anything. We were not used to
this kind of project and the lady just told us that project is run in a different way.
We do all the work, she sells and then pays us.

Interviewer: We went to the municipality and listened to tisate of story and then
decided to come to you and see what kind of prodlgon encounter.

Focus group: That was a good idea. Next time bgomge of the municipal people
because we want to know what they have to sayn@&mselves. You also have to look
around at the townships and compare them to oar ai@u will definitely see the
difference. Besides this, go to the shop. You mdllice that the employees are mainly
Coloureds. You will find that to every 20 Colourgti®ere is one Black. They do not
employ us and yet we elected people to be our solBesides looking for work in the
shops, there is a lot of work to be done in theINahea but the municipality is not
willing to employ us. They tell us that they do hatve money. How are we supposed
to rent. If they do not have the money, where aesupposed to get it?

17 Q: Do you ever have general meetings with them begse they told us that
you do?

A: No, the only time we see these people is wheg thlk to us just before the
elections. During this time they promise us heaameh earth and yet nothing comes,



not even show of interest about what is going oounlives. They promise us jobs,
electricity, free water and they say that we dohaxe to pay rent. These are all lies
because soon they are going to disconnect ourielectWe are having more
difficulties now. For example, they will advise ytaupay at least R500 to R1000 and
when you go there, they do not take the moneye&usthey want more and they take
you to the lawyers. They practically do not do amyg for us. Your house gets burnt
down and they renovate you neighbour’s house.

Q: Did you know that the municipality is supposed ¢ give a certain portion of
free water to those in need?

Al: They were supposed to have started a long aigoebut that is a new procedure.
For example, there is a house that reported tegtdh not have water two years ago.
They still do not have any access to that wateu &an imagine the odours in that
house because this was two yes ago.

A2: My neighbour does not have access to watertollet because he does not have
money to access these things. He uses a buckéiearmvers this bucket with a black
plastic. That situation is a shame. You can justgime that. We went to the

municipality with an inspector about this probleat iwe have not received any help.

18 Q: Did you go back to the municipality about this ssue?

A: Yes, my neighbour visited the municipality tiraed time again until he gave up.
He said so himself. He said that he was sick aed ©f going there for the problem
because it has started to embarrass him. We doaneesting with this municipality,
which claims to be helping us. What is it exachigttthe municipality helping with?

A from interviewer: He said he was helping withefréccess to water (a certain % of
water), free 20 km of electricity, they give waterd toilets to people who need them
but cannot afford to pay for them. They also tddeegarbage.

A: That is not true. We do not even get the bladelstic bags in time. And as we have
already said, the municipality just does not hedp u

19 Q: Did you ever go and ask for help from the munigality?
A: Yes

Interviewer: What we will do now is go and analylsis information and write it
down and then we will come back on the 24th of Getpat 9:00. We will tell you
about the municipality’s response because beforeomge here we will first go to the
municipality and try to explain to them how youlfabout the services granted to
you.

Interviewee: Does the municipality have a rightake you to the lawyers when you
are not able to pay? The thing is whenever we hameey we pay. We sacrifice the
money and pay. We really do not see why we votethfese people. It was better
during the old regime. We got some vegetables #mel &inds of food that were not
needed anymore but now all this goes to the tiges&€hdays you will find people



eating from the tip. The people we voted for getl jar doing nothing. Next time we
will not vote because our needs are not met. Whas e@lectricity have anything to do
with rent because if you cannot pay rent they ciase electricity down? In other
areas people do not face the same difficultieseadav Their councillors do their
work. We last saw ours the day we voted.

Thank you very much everyone. We will give your gdamts forward to the
municipality and find out what they say and thenwsget back to you.



20 NDULI FOCUS GROUP 2

People that are registered as eligible but not fimares
Interviewer: Zama Mvulane
21 Introduction

We are busy conducting a study about payment giceesr and we would like to know
more about the subsidy or indigent policy that &libss people with their service’s
accounts (electricity and water). We are now besgarching about people who need
assistance from the municipality and those who resdtance but do not get it. We
asked the officials whether they really did give subsidies to people who need it.
We then decided to talk to the community to heairtside of story. You names will
not be used for the final draft of this work solfeee to talk. You will remain
anonymous.

22 Interview

| am a single parent with two children who ard stilschool. We do not have all the
needs for survival and therefore | need help.

Q: Do you know about the subsidy that the municiplgy gives out to the
community who needs assistance?

Al: | also do not have electricity.

A2: What the interviewer is asking is whether y@avérgone to the municipality for
help.

A3: No, | did not go because, | did not know abtiet policy.

23 Q: Did any of you get a response from the municipdy?

Al: Yes, there are some people who did get sonm®nse.

A2: | did get a discount but only for my water agoband not for my electricity
account.

24 Q to another participant: Did you apply for assistance?

A: yes | did. The asked me bring my husband’s deathficate. | went to home
affairs to ask for the certificate because | dit gt one when my husband passed
away. The did not give a certificate but asked onfeel in the dates of my husband
death in the application. | did that and then tdakform back to the municipality
offices. The accepted the form and | am still vagjtior response. They asked about
my rent payments and | told them they have chaitgatb my son’s name.

25 Q: Have you received any help yet?

A: No, | went there time and time again but nothing



26 Q: How did you find out about the subsidy?

A: Our municipality came to the community. He hash@unced in the community
meetings that he was going to come. He then tollluke procedures required for a
person to qualify for the subsidy. Eric then walkiabr to door in the community
doing his work. | submitted my form too but have received any response.

27 Q: When did you apply?

A: Last year.

28 Q: Did any one else ask for this subsidy?

A: | applied too but I have not received any regeon
29 Q: How did you find out about this policy?

A: They completed the forms for me at the municigddut | have not seen any
difference in my account.

A2: They promised to subsidize us with R68.00.

A3: what has been promised at the moment is assestaith water account and not
electricity ones. They have started assisting npeople already. They just told us
that if we do not pay, they would start all oved det us pay the electricity rates
because we stopped paying some time ago.

A4: | went home (to the rural areas) for a whilel arhen | came back | reopened my
water and electricity accounts that were closedrdawile | was gone. After a week
my electricity circuit tripped. | told the municilty about this. They came to inspect
what had happened and then told me that | had lb@gariding. | was not doing that.
My circuit was opened again but the same thing Baeg. | then noticed that there
were cockroaches blocking the card space. | reghohie again but they refused to
reopen it again because they claimed that | wak-hding.

30 Q: Have you been fined for this claim?
A: No. | do not get an electricity bill either. hty pay for my water account.

Q: Who in your opinion is entitled to this policy?Is it all the people or just those
in financial need?

A: there are some people who deserve assistancéasel who do not need it
because they have better financial statuses.

31 Q: Do you think the majority of the people know abait this indigent policy?

A: At the beginning most people did not know uBtilc was hired. He does his work
properly.



32 Q: How is the community informed about this policy?

A: They go door to door and explain to the peoplter that there are meetings.
33 Q: Did they tell you that you have to renew your fom every three months?
A: Yes.

34 Q: | there any one of you who did not apply for ths subsidy?

A: | did ask for assistance and then continuedmgafor three months. After that my
water access was closed down. There was no resfronséhe municipality about
my application form. | went there again and regees$twas requested to first pay a
certain amount of money and | did. They openedhepsystem after looking at my
pay slip. | have not received any response and havbeen there again.

35 Q: Is there anyone who did not apply at all?

A: After my mother’s death, | never asked for assise. | do have here death
certificate. The house is also still under my motheame.

Q: What do you think the municipality should do topeople who can afford to
pay for their services and yet submit false informtion in order for them to be
granted this subsidy?

A: That is a problem. There are a lot of peoplthencommunity and if people are not
being faithful, the municipality will not afford &se who really do need help.

36 Q: What do you think should be done about this?

A: | do not what should be done. All | need frore tinunicipality is for them to
change the house | am living in into my name beeamg son passed away and will
not be able to pay ever again. They should lettani¢ 8 new account of my own. |
will pay the rent because | do earn some money amalld not like to see other
people suffer because of me. Some people do notaeeent.

37 Q: If the owner of the house passes away do you dore paying his
account?

A: Yes, my husband passed away too and the mulhitgipaked me to pay a sum of
money before closing down his account.

38 Q: What do you mean?

A: What | mean is that | receive two accounts. Mglhand’s account and my
account. | paid money to erase my husband’s acanththanged the house into my
name but now | receive both accounts. They toldorfest finish his account. What |
have noticed though is that | do get a discoumiyraccount sometimes and the
municipality has asked me to pay whatever amoumarfey | have as long as | pay.



39 Q: Do you get a subsidy for your water account?

A: the thing is, | do not necessarily pay everyhinpay whatever | have. We do
around here because sometimes we do not havesatidhey.

Q: Are you satisfied/dissatisfied with the kind ofhelp you receive from Eric and
the municipality? Do they explain every proceduread you?

Al: W e cannot really complain about Eric becausedes his work and then sends it
to the municipality offices. These offices thenaiatine what should be done. What |
would really like to know is how is it possible fone person to receive two accounts.
Is it not the municipality’s responsibility to dedethe husband’s account.
A2: | did go to the municipality about that andvea paid. All they say is that | have
not paid. All I have paid for is my account and hst | do get a discount for my
account though.
40 Q: Did you tell the municipality that you receive o accounts?
A: Yes, anyway they are the ones who issue theseuats to me.
41 Q: Did you go to the superior officials about thigoroblem?
A: No, I did not think about that possibility

42 Conclusion
Thank you very much for coming today. We will rejpalt this to the municipality

and tell them all about your problems. We will theime back to you on the 24th of
October and tell you their response.



Focus group 1- P.E Motherwell
19 september

Interviewer: Lungile

Malusi

Interview:

Q: How did you find out about the indigent policy?

A: ' would like you to explain to us, what the indnggolicy is.

Q: Before we do that we would like to know the nembf people who know about
this policy amongst you?

Al: We have never heard about it
A2: This policy pays for the service charges

A3: | did apply for the policy in 1999 and | was toldto go to the police station for
an affidavit. | took it to the city treasure where | owed R10.000. They told me
that | qualify for this policy. | was asked to payR20 a month. I tried but failed,
the municipality again summoned me and | visited tam. They told me to pay
R10 per month. I did and | noticed that my accounthad been cleared and | had
to start afresh.

Q: Does anyone else know about the policy and wiplied but did not receive an
answer?

Al: There are about seven (7) people
A2: Two years back | also got a summon and | went tthe city treasure. | was
then told to get a job because | did not have onkasked to pay R10 but | failed.

Q: This policy assists people who are not able to pdgr their municipal services.
It has been found out that both the community and e municipality encounter
problems during he procedure of applying and aftenards we would like to find
out what these problems are.

Al: Some of us are illiterate and we do not understahthe terms used by the
officials and no one bothers to explain to us. Seadly, we do pay but we do not
receive any balance statements that show that yoarccount has decreased. You
pay until you hate the place because you do not geatsatisfactory service. You go
to the city treasure to pay your account and whenagu get there the teller ignores
you and keeps chatting to his or her friends. Thiss a waste of time, and by the
time you get helped, you are no longer in a good rad or even worse, the teller is
rude.



A2: We pay every month but there is no decrease in owccounts instead they
increase.

A3: | received mw account balance of R775.28 last mdnand this month it was
around R252. | do not know haw this happened.

A4: | also made an arrangement at the city after my amunt was cut off and they
reconnected it back. They cut it off again and | wa requested to pay R300 before
the reconnection. | did with the money | got from ny mother in law because we
do not a job at my household. Last week someone carto the house and told us
to R50 or else my electricity account will be disemected again. We pay those
R10s but we are not assisted. We would also likerse jobs.

A5: What | would like is to contribute about a problem| had for some time now
until 1999. | used to tamper with the electricity ad | was caught. | had to pay
R750 for this and | noticed that my account had ineased when | tried to settle
it. | had already applied for the indigent policy (before 1999). My account was up
to some thousands. | asked someone to investigalestfor me and | was told that
my account was estimated all along. | did not undstand this because my yard is
not fenced and even if it was, there is always soome inside the house. | talked
to the people at city because my account was aboRtL3000. they also checked
and they told me that an electricity account wouldchever be that high. It is worse
because sometimes | am not at home. They told meath should wait for a letter
that they will write for me. Another account came ad it was R6000. | was going
to query this as well.

A6: | was not in the mood to come here because we neeeme out of meetings
with anything productive. But | am happy to hear that you are looking in other
people’s complaints and like it when people are urdppy. | have never heard
about this policy that subsidizes people without jbos. | am very surprised. |
would therefore like to like to know when and howt came to existence because
people are supposed to be informed about these tlgs.

A7: This policy was first announced in 1997. There wereomplains about it. At

first the officer went from door to door telling people to go and register for this
policy. Some people registered us in our houses. e was then a meeting held
for everyone where people were registered again. Watill receive letters that tell

us to renew the application.

A8: It is clear that you never go to mass meetings ando one does in your
household, because each month there is an announcarh about the indigent

policy. You should these meetings.

A9: | am happy for your advice because in our area welo not attend these
meetings

A10: We did tell you about this policy. You must havedrgotten. You came to tell
us that you receive two accounts and we told you @o and see the city treasure
and tell them to combine the accounts and arrangeotpay the R10 and then
apply for the indigent policy.



Interviewer: We have been informed that there stlaer office that was opened in
the location to make sure that every person caableeto visit the municipality. We
would like to know if people use these offices.

All: we do use them but the officials there are rude a@hl do not know much
about their work. What | would advise is for peopleto go to their counselors first
before going to the city treasure. The counselor Withen arrange everything for
you. He will give you a lift and leave you at theity treasure queue. Some people
just walk out again without paying. They do not appeciate all this help and the
next thing they do is to accuse the counselor of hdoing his job properly. It is
better to first go to your counselor so that you kow what you will be paying.

Q: would you prefer the counselor’s office othartlihe other offices?
Al: Yes, the Motherwell branch is the best.

A2: The problem is that sometimes you get a short ped of time from work to
come and pay. When you get there at about 11:30 gnio find out that the tellers
are busy chatting to each other and 12:00 they cledor lunch. All tell you is that
they are closing and don’t care about you. These gtes should be open all the
time for people who work and do not really have tine to go and pay.

A3: | prefer the White people if | want to be helped beause Blacks never help.
All they want is money. They do not advise you and you do not have all the
money they will just tell you to leave.

A4: My problem is that they want to take my furniture.

A5: people’s furniture are no longer pounded. All youhave to do is go to your
counselor and arrange to pay R10 a month than nothg. The counselor will then
give you a letter to stop the people from taking yar furniture away.

Q: What problems do you encounter while applyingtti@ indigent policy?

Al: | will say this again. Some of us are illiterate ad when they give you a form
to complete it is difficult or impossible because & do not understand the
language or terms used. We need help while compley the forms but the
officials are never in the mood to help. They wiljust tell you that everything is in
the form. The other problem is that the counselor des its work but when we are
sent to the other offices, the whole thing change®fficers in the other offices do
not do their work properly. It would be better if we all worked together as the
communities. | think people should join hands, giveout funds so that our
accounts are cancelled and we start paying afresmd when we do we should be
told all the procedures.

A2: | know that | did not receive the policy at the bginning, what can | do now
because | owe the municipality R10 000.



A3: You should go and see the counselor. In order foyou to qualify for this
policy you should be earning less than R800 in yourousehold. You should other
people who already know about this policy.

Q: What do you think the government should do feesgour problems?

Al: The government should realize that we do not haveps and officials should
stop being impatient and rude.

A2: Officials should be tolerant and should be taughhow to deal with people.
The government should really be careful about peoplchosen to deal with other
people’s problems.

A3: We would like to pay for our municipal services. 1 would be very wonderful
if there were more job opportunities opened becaussome of the people here are
still very young. If people have jobs they will bavilling to pay.

Everyone emphasized patience among officials in theity treasure and their
satisfaction with the counselor.

A4: 1t is very painful when your things are pounded ad yet they were all you
had. The municipality should stop taking our things

A5: the imbalance in our accounts is cause for troublbecause in one month it is
R500 and the following month it is R5000. People beme discouraged and
therefore stop paying as a result of all this. Hovwean you pay if you query your
account balance. We hate the fact that they estimatour water readings.

Interviewer took the accounts for clarification.

A6: there is something that might confuse us. When yaogo to the offices for help
you might not be helped but a person behind you retve the help for the exact
problem you had. These people look at who you aresfore helping. These kinds
of people do not deserve their jobs. They should beed.

A7: In the case of our accounts, people do not undesstd that their account
increases because they do not pay. They concentrab® paying the R10 for
settling the old account and do not pay for the cuent account creatiing a bigger
problem. They should pay for both.

Q: Do you think the indigent policy is a solutioa your problems or is there
something else that can be done?

Al: We would like the government to create job opportaities.

A2: Another solution would be for the government to ty and let us see the
amount of free water we receive so that we can litnourselves when we use water
and maybe stick to those free liters. Another proldm is that our pipes are

leaking and therefore we have to pay for that wateas well.



A3: Yes, water pipes are leaking and we do not havedhmoney to repair them
because most of the time these things are not in mhudgets. When the water
leaks out of the pipes, the money leaks out of tipockets.

A4: | think the subsidy is a very good idea because metimes even if you have a
job you will not be able to settle you previously ige account but will only be
able to help you with the R10 and the new accounWe really appreciate what
the government is doing for us.

| WOULD LIKE TO THANK YOU ALL FOR COMING HERE. WE WLL COME
AGAIN ON THE 26",



FOCUS GROUP 2: NON-RECIPIENTS FROM MOTHERWELL

Interviewer —Lungile and Malusi

Interview:

Q: Do you know anything about the indigent policy?

A:Yes we do.

Question from focus group: What can be done fopfgedo not earn anything at all?

A: All questions will be answered during the course athe interview because this
policy is all about your questions.

Q: Do you know about this policy and how can thenmipality help with the
problems you encounter?

Al: | went to the city treasure after receiving a lawer's notice. They sent me to
the Enquiries to get my account balance. It was R1800.00 and | also pay for
service charges. My account balance was not caneelland it is increasing by the
day.

A2: | also went there but did not get help. They toldne that | have received the
subsidy but | have not seen any deductions in my egunt. It is therefore clear
that this subsidy is not being sent to the city trasure. It is just floating around
somewhere.

A3: | heard about this policy but my problem is that | receive letters at home. |

try to pay for my services though. For example, myalance was R80 but | only
had R50. I tried to pay but was sent back home beaae | did not have the whole
amount of money. | then decided to use the money rfecomething else. The
following week | had the R80 and | took it to the manicipality but was sent back

again because the money had increased to R90. | adkif they were sure about
what they were saying and they took the money andwas told to pay the rest

later. | then received a R29 account that | paid asvell. We also get a lot of letters
from the lawyers. When you go to see these lawyeysu have to have at least R80
and then the balance. We do not have all this money only get R500 pension
money for my disabled child. If | have to pay all his money to the lawyers, how
do I pay for my other needs because R500 is nothinpese days. When | check
my accounts, | noticed that there are no deductions

Q: Have you applied for the policy?
Al: Yes, but | have not seen any action. After everyear | reapply. Other people
have told me that their accounts have been cancelleThey have started their

accounts afresh.

A2: | know about this policy. | heard about it from the community meetings
addressed by the counselor. | listened to all theiteria of qualifications and |



applied ever since then. | noticed a difference imy account. There were some
deductions. The accounts only increased when | faill to pay for that particular
month. My problems are not the same anymore. | careven pay the lawyers
properly now because when | received letters fromhem, | took them to the
counselor. | used to go to the city treasure but he never received any help. | go
to the counselor now and | have seen the positivéfférence. It was announced at
the meetings that we should see the counselor abauir problem and not the city
treasure and | did just that.

Q: So, did you get the subsidy?

Al: Yes

A2: My problem is that | loaned R4560.00 and | was tal that | still owe R300.00.
| went to loan this money too. My electricity was tsconnected and it is still off. |
also received a letter from the lawyers and | toldthem that | couldn’t pay
because | do not have a job. | went to see the caeafor and | noticed that | have
different accounts. My account at the lawyers is RA 000 and yet | receive a
R5000 account from the municipality.

Q: Do you think this policy is successful or not?

Al: Which policy are you talking about exactly becaus¢here is one policy that
allows you to arrange for the way you pay your acamt and the indigent policy.
Some people do not know how to differentiate betwadhese two policies.

A2: I'm one of those people.

A3: | also know that you have to pay R10 when you appland not more than
that.

A4: So why did | pay R807?

A5: Your application might have been approved but yownever paid afterwards.
Your money then increased. Each month you are supped to pay R10.

A6: | do not receive any assistance though.

AT: If you pay for your accounts every month then yowvill see the difference.

A8: When you fail to pay for your accounts they poundyour furniture and
paying for it is expensive. How do they expect u® thave all this money? Water
and electricity are problems. The municipality justcuts them off.

Q: Do you think the municipality is doing enoughiiform people about this policy?

Al: No, he does not inform us properly.

A2: The municipality does call for meetings and therefre we get informed there.
They meetings are usually in every area and we ateld what to do.



Q: Does the municipality ensure that people get thimformation without going
into too much trouble and do you get pamphlets?

A: We had a meeting last week with the counselor begse they wanted to find
out about our problems and why we have all these pblems. People were
referred to the counselor for their problems. | hae not seen any pamphlets.

Q: How long does it take before you qualify forstpiolicy?

Al: | was never informed. | even made a mistake of payg R50 for a long time

before noticing that | had an erf. No one explainghese things to us, especially
the illiterate people. All they do is take the mong The account statements are
difficult to understand. Now | get two accounts. Ido not even know what they
are for.

A2: We all have a problem with our water accounts. | hve to R3000 and | have a
job or someone to support my four children and meTwo of them go to school
and two are looking for jobs. | owe the municipaliy R3000 but | only get R560. |
think the government should do the same thing withwater as they did with

electricity. This will help us a lot because then & will not receive huge accounts.
These people also waste water that can be used tagate our vegetable gardens
with. A vegetable garden is my only survival food @urce. The water account is
stressing me because | do not understand it. Somé os cannot attend these
meetings because they start late in the evening. &te should be meeting during
the day as well for the old people.

A3: the fact that | paid R80 worries me because everpe else pays R10. | wish |
understood what this means. No one cares about udd people are not cared for
and people are not well informed about these things

Q: Did you apply for the indigent policy or not?
Al: We did.
A2: 1 did not know that we have this kind of a policy.What should | do now?

A3: | would like to know why | have to pay R29 while geryone else is paying
R107? | do not understand.

A4: You should go and clarify this with your councelorbecause you might be
paying something you are not supposed to pay for.i®@you have a job before?

A5: No, but my husband did.

A6: You must go and clarify that because they do notdow that you do not stay
with your husband anymore. You are probably payingfor your account and
your husband’s account. You should also be aware & we do not pay the R10 as
our installments. The R10 is extra money on top ofour account, which might
also be another reason for getting a R29 account.



A7: | did not know that. | thought the R10 would appea on my account because
that is what | was told.

A8: Someone must clearly explain this policy to us. By should also explain how
the account works or we will pay fore ever becausee do not know what we are
doing.

A9: You better see your counselor instead of going thé city treasure.

A10: | applied for the subsidy 2 years ago. | was askeabout my salary. | told
then that | receive R500 from the pension fund andhen | was asked whether |
was just sitting at home and doing nothing. | toldthem that | sew for people
sometimes. They then told me that if | do that | pobably receive R800 and then
said | was not entitled to receive the subsidy beaae | make enough money to
sustain myself. Sewing is not a steady income thdu@nd | never make R800. |
decided then that this subsidy thing is nonsense.

Q: The municipality told us that some people suldaige information while they are
applying. What do you think should be done withsthpeople?

A: In my area we have not encountered such problemaubwe will be aware of
this now. These people need to be reported and sHduthen pay even more
because they are making us suffer.

Q: People in New Bright do not pay for they waterveces. Why is that?
Al: We do not know but your question will be forwardedto the municipality.

A2: We also have a problem of paying for the person whowned the house
before we moved into that house while this persorsiliving a luxurious lifestyle

somewhere else. When you move into the house yoeea/e a huge account in the
first month and then you blame the municipality. Peple should start being

faithful and stop blaming the government for everyhing.

Q: Do you think the policy is working or is there somthing else that can be
done?

Al: | think it is working but maybe we are not informed about how we should
pay.

A2: we would also like the government to create job qmrtunities for us. For
example, cleaning around this area so that we canebable to pay for our
municipal services.

Interviewer — the government wants people to create jobs fohémselves by
forming projects. People get funded for this and ten they share their profits.
You should also start your own projects.



A: Gardening would really be a great idea. We can ahare plots. One can then
eat or sell the products in their plots. We need tbse kind of projects to help
ourselves.

Q: What is your advise to the government about ydficials?

A: It would be better if they employed qualified peofe who really want to do
their jobs and who are continuously evaluated. Theofficials should not
discriminate against people by helping only thosehey know.

Q: Do we all agree that we found problems whilewege applying for this policy?

A: Yes, especially when the application forms are noin our language. For
example how do you know “indigent” if you are illiterate.

Q: How long do you think the application shouldgak

A: 1 think it should take 7 days because when | am ligg raided, they give 7 days
notice. Everyone agreed.

Q: Which way is the easiest to find applicatiomisf

A: They should bring them to this center so that weame here whenever we
encounter problems with the forms.

Q: What advise can we give the government in makingure that all the people
who are entitled to the policy receive it?

A: Everyone who earns less than R800 should get th@pication forms. We
would also appreciate operation hunger. The old g@rnment used to help us
with some food.

THANK YOU FOR YOUR PARTICIPATION. WE HEARD ALL YOUR
PROBLEMS AND WE WILL BE BACK WITH A REPORT FROM THE
OFFICIALS ON THE 29 ™ OF OCTOBER



FOCUS GROUP 1 — RECIPIENTS OF THE INDIGENT POLICY I N ZWIDE

INTERVIEWERS - Lungile and Malusi

The University of the Free State and P.E Tech aimggda thorough research about the
indigent policy that assists people who are noablgpof paying for their municipal
services. In 1999, after the elections, the govemtraisited some communities. They
found out that some of these communities do no¢ mawney to pay for their

municipal services and therefore the governmeméal the indigent policy. This
policy assists the municipality to know the diffece between the people capable of
paying for water, electricity and garbage and theke are not. A criterion was then
formulated for qualifications of the people wholwieed the subsidy. These criteria
stated that it would only subsidize people whopsmesioners and those who earn less
than R800.

A person has to apply for this policy. The commiesiiand officials have some
complaints about this policy. The two institutiomeuld therefore like the focus group
to tell them everything they know about the pokey all the problems they
encounter in the community and with the policy. Téeus group should also voice
their opinion about how these problems can be dodwvel should not be worried that
their names will be publicized because name snaillbe used at the end. All that
would be said is that the focus group was of thaiop that...

Interview

1 O: Do you know about the indigent policy?

A: We do but some of us do not know.

2 0O: How does the policy work and what is the procede before receiving the
subsidy?

A: | did receive it but only for my water servicéglo not know how they calculate
the rates though. When you apply you go to theto#igsure and you have to bring
some documents and then sign the application form.

3 0O: How did you find out about this kind of policy?

Al: By word of mouth.
A2: | was informed at the community meetings.
A3: | have never heard about it.

A4: | applied but | have not seen any deductiongmynaccount. All I have noticed is
that there is an increase.

4 Q: What other problems are you faced with?




A: 1 went to see the municipality because | cowdl pay my accounts. This is
because | receive pension money and yet have téolayand pay school fees for
two children. No one helps me with these thingsabhee my husband passed away.
The municipality asked me to pay R10 a month. d gai two months and then I did
not have money afterwards. | have never heard ah@upolicy though.

5 0O: How do the officials treat you?

Al: the city treasure sent me to another officiabviold me to pay R700.

A2: officials went to my house and threatened tbitsé | did not pay my dues. They
asked me to tell them the plan of how | was gomgdy and my sister said she would
try and pay for me.

6 O: Did you already apply for the policy?

Al: No.

A2: If you go to the city treasure they will justityou to pay or move off the line so
that they can help the next customer. The Blackiafs are difficult to work with.
They just do not help you. If you talk to the Whiteople and Coloureds you will be
helped though.

A3: My husband went to the city treasure but wasmiormed about the policy.

A4: | received a letter from the lawyers and wdsedso pay plus or minus R3000 for
my services. Itried to explain that | could not dese | do not have that kind of
money. | have to support myself and two childremattend school but | was never
told about the policy.

A5: Another problem is that we receive letters mgksh and our parents do not
understand this language, making it difficult foem. This is because some of them
are illiterate. Another problem is that the offisiare not well informed about these
policies and therefore are not capable of informisgproperly. It would be better if
there was another way of informing us about thiccg@xcept through counsellors.

A6: what | would like to understand is, why ishiat you receive two accounts in one
household if your husband dies. | took this conmtléo the city treasure and they told
me to pay R200. | did this but they did not cariiglname and | still receive two
accounts. After some time | took all his accoumis #ld the to send them to him in
his graveyard because | cannot pay for him and lnyse

A7: | still pay for my brother’s accounts too.

Q: How should the government deal with all these mblems and the officials?
Al: | think the official’'s background should be cheked because some people do
not understand that poor people can really go to ekp with only a glass of water
in their stomach. Officials should therefore undertand this or should come from
the community.



A2: Officials should be continuously trained anéleated. They should be trained
also on how to deal with people especially old geand the illiterate people because
these officials are not good at explaining anythim¢he people. Mostly the problem

is that the documents are also in English and thexdlliterate people do not
understand them.

A3: Officials should also be given duty in theibjdescription because a receptionist
only knows about typing and filing but nothing abaacounts. If officials do things
out of their job description they might start benagle and will give people wrong
information and document it as such.

A4: The municipality should make sure that the mtdkers are doing their work
properly because sometimes you go on holiday faoath and when you come back
you receive a huge water account. All the muniaipadally needs is White people to
work because the Black people are rude.

A5: White people are rude too sometimes. All tsateeded is to concentrate in
helping the government. We should not look at #epte’s complexions but try and
advise whoever is working now.

7 Q: What do you have to say about your accounts?

Al: We are not happy because the municipality cmeéglo its work properly. They
will just guess what your account is supposed torbe municipality should therefore
be called into order because the accounts areveatl@mlanced.

A2: Sometimes when you receive your account youfind that there is no balance
(what you still owe them) included. Some peopleptm paying their accounts
because of their problems but the account keepsco@asing.

8 0: Do you have any problems with your water pipes?

Al: There was a water pipe burst in our streetvasgk to date. We reported it and
nothing has happened yet in response. There isftineronly one house in our street
with an intact water pipe and every one goes tteeget water. That person has to
pay. The problem with the water pipes might be bseaf cheap labour and
ignorance to people while they are being traindds Way rates increase.

A2: My toilet is broken and therefore leaking. Maanot received any help from the
municipality. In fact they told me to fix it myself

0: What do you think the municipality should do in order for him to make sure
that everyone who deserves assistance does recéive

Al: the government should make sure that all tiopleeare well informed about the
indigent policy. This can be done during the megtiand maybe through the media
as well because old people are not able to atteemkbtmeetings because they era
usually held in the evening.



A2: All news media should be used to inform pesaehat all people know exactly
what is expected of them.

9 : Do you think the indigent policy is the answer ® the people’s problems?

Al: There should be job creations for people whowark because then people will
also be able to pay.

A2: Committees should be formed. For example, pa@sis committees.
Governments departments should also work closely the municipality.

10 OQ: Some people misuse this policy, what do you tHirshould be done to
them?

A: There should be a partnership between the muatdity and the people because
these problems will make both the community andnti@icipality to suffer.

0: Do you have anymore comments about the policy dnyour problems.

A: The municipality should try and understand how eéstate agents work because
the agents have their own system of doing thinglsame not concerned about hot the
community works.

Thank you to all of you for coming and listeningwbat we had to ask. We know that
you might feel like we did not answer all you quess but we will submit a report to
the municipality hoping they will help. We will caback again on the 26th.



FOCUS GROUP 2 — ZWIDE NON-RECIPIENTS
Introduction — same as in the other focus group
INTERVIEW

0: Do you know about the indigent policy?

A: There are meetings usually here in Zwide and mpaility officially talk about the
policy that subsidizes people who do not have mbdo not earn much but | never
went to the municipality offices because | do r@tdamoney to travel to the officials.

11 Q: Is there someone else who knows about this polie

A: My husband knows because he attends the commoastings and the water
account is registered in his name. He informs ng lae asked me to attend this
meeting.

12 O: Did any of you try and apply for the policy?

A: Yesl!

13 OQ: What is your experience concerning this policy?

A: | went to the city treasure and tied to explainsityation. They asked if | had any
brothers who had jobs and | said no because | khatthey have their own troubles.
They told me to try and talk to someone who cap.hehen applied for the policy

0: Was your application successful?

Al: | do not know

A2: | did apply but nothing happened to my accountsth®se people do is ask us to
pay for everything.
14 Q: So you did apply but you have not received anyesponse?

Al: Yes!

A2: | went there when the grant was first introduce@wide. They told me that the
accounts are in my husband’s name and he should wotih me but | told them that
he left me. | was then sent to the city treasurehange the account into my own
name. | did go because | receive the letters. Hsked if | had a job and | said no. |
then left my payslip. | cannot remember when ttapgened | received the subsidy.
My account balanced was deducted but the problerthas | still receive my
husband’s account.

15 Q: Where is he?




A: | do not know because he just left me. | do nanexeceive the grant anymore
because the letters | receive are in my husbaratizen| told the counselor about this
problem and he said he would look at it. | havehe#trd from him yet.

16 Reintroduction because new people came in

17 O: do you know about the indigent policy?

A: We do not know anything. we were once informed thate will be a policy but
we have not heard or seen anything again.

0: How will you be informed that your applications have been successful or not?

Al: They did not tell us. All they told us was that weuld have the grant. We are
usually informed about everything during the comiryumeetings. We have noticed
though that our accounts are still increasing.ceieed a letter from the municipality
and then my account again. Here is the letter.

Interviewer — the letter means that your house has been ¢gdlé@r sale. The estate
agents told the municipality that your house worddt R5430.00 if it was sold and
you owe them R6146.20. You should see your counsélout this problem.

A2: On Tuesday officials were walking door to dooreyhold us to go to the city
treasure and when we get there we should not esaéin entrance but a door next to
that one. At the city center we were told to gahe police for affidavits. We did all
this. While at the center | was told to bring myther although it was my account.
We then signed to papers and were asked to brigg.BQ. If you do not do this, your
account increases. | have a part-time job in whidie not work or do not get paid
sometimes. | have not paid my accounts for the moat the R103.00 because | have
not received my salary yet. We did not even knoaualbhis meeting. We just heard
about it but because we heard that it was aboutaipah services we came.

Interviewer — Let me explain about this meeting. P.E TechthedUniversity of the
Free State are doing a research about the polatyasists the community with their
payments of municipal services. There is theretolest of people who applied for
this policy. Because the list is too long, we askedjust 10 people who applied
already. We were also concerned about people whHondt apply but who are
probably eligible. This is just a sample of thesegle in a focus group and there will
be a proper meeting when we come back with a reféetonly took few people so
that we can all talk and clearly understand eabbrot_et us continue.

A: My problem is that | got a letter from the munadipy that has evaluated my house
for sale and yet | was not consulted about it.nncd pay for my electricity account

because | do not have job and I only receive pensioney. Instead of helping (as
they claim to be doing) the municipality is goinghind my back and judging me. Is
that help? The municipality should consult the camity about their problems first

before taking action.

Q: Who applied for this policy?
A: | did go but mine was not successful.




18 Q: What was your experience?

A: | applied so that | could be subsidized for myevaervices. | was asked to get an
affidavit from the police. | did and then told thehat | do not have a job. | applied
again this year but my account is still increasing.

19 O: Did you get any response?

Al: No, I just received another form.

A2: We have the same stories. My husband also apbliedve have not seen any
difference in our accounts.

0: how do you feel about the fact that you have ndieen answered yet and your
accounts are increasing?

Al: it is a very difficult situation and living. We deant to pay but we do not have
the means. The municipality also reduced our wed@acity. You can open your tap
early in the morning but your bucket will take ab&uhours to fill up. If we had the
money we would pay.

A2: we really have problems. Even the houses we tivaré run down. We cannot
find people to help us with the rent. We do notreget help. All we see is lorries that
come and repossess our furniture because we owautheipality. You than have to
pay for these belongings because there is notHsgyy®u can do. When you get to
the city treasure you never get any help. If youagoa woman you are requested to
bring your husband and when you get there youamets all directions without any
proper explanation and when you leave you are atigfed. When you get home you
probably find another account plus a lawyer’s medifion waiting to be paid for. The
counselor never has any answers to our problems.

A3: When you get into the city treasure’s office yatutisere the whole day and yet
there are numbers of people employed there. All Hie good at is sit and chat or be
rude to us. If you need any assistance you shamldgjo to the door next to the city
treasure’s., there is a White lady there and sliéhelp you.

A4: It would be better if people were nominated ard &verything about this policy
and then they relate it to us. During the meetingsare not properly informed about
what should be done in order for a person to getgtant.

A5: We really do not get help. My electricity was aft because | owed About

R300.00 but I still get an account and now it istaiR6000 and they want to sell my
house for this. | get both the water and electtmoants but my electricity was cut off.
They took my meter claiming that they will fix ibif me but every month | receive an
account of about R90.00. Someone is using my meter.

A6: Sometimes you are not able to open a bank acdoecduse of the service
accounts.



20 O: Some of you did not apply for this policy, why $ that?

A: 1 did not apply. All I did was for a pension graWhen | get this | will pay for my
accounts but the accounts are increasing now.

0: Do you know how long this policy will take befoe it is successful.

A: We know nothing about the policy. | did go butdutd not apply because | was
asked to pay R40 before hand.

21 Q: Where did you apply?
A: At the city treasure. We do everything there.

Q: The municipality feels that people take advantag of the subsidy/policy
because they do have money. What do you think abotiiese people or
statement? For example, they stay in the suburbs drhave houses here. They

then lease the house to someone else.

A: How does the municipality know this?

Q: They have verification officers. When you applythese officers will go to the
applicant’s houses and check if all you have subnéd is true. When they get
there, they will find the renter who does not knowanything about the subsidy.
What should be done?

A: The idea of verification officers is good. The gavment should just do their work
clearly and check every house.

0: Do you realize that the money they pay these afers with is the money that
could have gone into the policy?

A: The community cannot really do anything becausewllenot be sure if the house
is sold to someone else or not. It will be difficidr me to be a police after these
people.

22 0O: What do the other people think?

Al: the community must form committees so that wekiadlw each other and when
you leave the community people should know.

A2: we do inform people when we move in but rarelynd@n we move out, but how
do we help the municipality with people who are atigible and yet take advantage
of the policy?

A3: We should try and find out about people livingaaor community so that if
something happens we can report it to the munigypdlhey can then go and check.

A4: The municipality should tell us what we shouldtddelp.



A5: We do not have this kind of a problem in our ayeabut our main problem is
that the houses are usually left vacant.

A6: In our area we know each other very well, everntaisiare introduced.

0: Do you think this indigent policy is successfubr is there something else that
can be done?

A: 1t is difficult to say anything yet because thenmipality has not applied the
policy yet. We were just told that there is a pploming up.

0: Do you have anything you want to say now (in snmary) about the policy.

Al: | would like to say that the government shouldebaith us. We are not doing all
this because we want to. We really do not have move would really like to pay
for municipal services. We would also like to thanikn for listening to all our

grievances and trying to help.

A2: the municipality should try and talk to us befoag&ing drastic actions such as
evaluating your house for sale.

A3: We would all like to see this indigent policy bgiapplied in our area. Serious
action should be taken against people who have yrama yet apply for this policy.

A4: the Government should try and create job oppdiasfor us because some of us
are still young.

Thank you, all for coming today!



ARCADIA 1

FOCUS GROUP NO. 1
FRIDAY, 21 SEPTEMBER 2001
ARCADIA

FIRST SESSION WITH RECIPIENTS
INTRODUCTION

During the session we will be talking about the swdidy that people can receive
for paying for their water usage. We will be discssing how the policy work, who
gualifies to receive the subsidy and how a persormauld go about to apply for

the subsidy.

QUESTIONS & ANSWERS:

[0 How did you find out about the subsidy?

* We received information letters with our water accaints.
[0 How long ago did you receive the information lets&r

» It was almost 4 years ago.

* Itwas almost 3 years ago. | remember that | adgdast year for electricity.

* | remember that it was longer than 3 years agecdived the letter with my water
account and in the letter it said that we shouldt@the West-end Community
Centre to apply for the subsidy. 1 filled in thepéication forms at took it to the
centre. Shortly afterwards there were girls semdhe houses to ask the same
guestions that was asked in the application forms.

[0 The girls that went round to the houses. Did tbegfirm the information that
was asked in the application forms, or did theyinf the household of the
policy?

* She only said that we could receive money to paywater. We did not know
how to apply.

* We had to tell them how many people are livinghie house and what our income
and expenses are a month. What is the total ingenenonth?

0 Was it the first time you heard about the subsidyhem you received the
information letter with your water account?

* Yes, it was the first time we heard about the polic

[J Have you ever seen posters or heard over the radionation of the policy?

¢ No, never.



After the first time that you heard about the pplicwhat did you do? Did you go
somewhere to fill the necessary application forns i

We went to the West-End Community Centre to fill inthe application forms.

How far is the centre from where you are living?

It is almost 1 km from our homes.

Is it close enough to walk to the centre?
Yes.

After filling in the application forms — did theyesd anyone to your home to
confirm the information that was filled in on thepdication form?

Yes.

How long did it take before you started to recethe subsidy?
Between 3 to 4 months.

Do you think that the process went smooth and withany hassles?

Yes, | think so. When your water account is very igh at the end of the
month, the subsidy helps a lot.

The process did run smooth, but the people thaedanthe houses did not inform
us of all the details.

The people that came to the houses made us sigheoforms, but they never
explained the rules of the policy to us.

The fieldworkers come to visit your house and #ytlsee other people in your
house you will not receive the subsidy. Nobodyinfed us that we are not
allowed to have other people living in our houses.

At the West-End Centre we were not informed thdieptpeople should not be
living on our yards.

They did not explain that the total income per letwdd should not be more than
R800 per month.

The lady that came to visit our house didn’'t infoushof the details of the policy.

She wanted to know what were our income, experaas,how many children

over 18 and if there were any other persons liuingur house.

We only did what we were told to do.

The conclusion was that we did not receive the idybbecause we were not
properly informed of the rules and regulationshaf policy.

Do you receive 100% subsidy?

Yes, you get 100% subsidy if you do not have a job.



If your income is a bit more than R500 per monténtlyou only receive 50%
subsidy.

The first time you went to the community centre digbu know which
documentation to take along?

No, we were not certain. We took the water acceuitft us.

Do you think that the policy is fair if they rejecyour application because of
extra people living on your ground and that the &income should not be more
than R800 per household?

No, it is not fair.

The other person who is living on your ground does have a job and therefor
does not have any income. The people at the coityncentre informed the
people without work to go to the police statiorgtt a certified copy to proof that
they are jobless.

The reason for this research is to inform other muitipalities that are not
making use of this policy on how to implement the @icy in an effective way. We
want to give them guidelines on to making the pross easier for the public to
apply for the policy.

0 What can you suggest to the municipalities on magitine process easier?

The community must be informed about all the neceasy detail and

information regarding the policy.

Do you think this is a good policy to help the pgaeople?

Yes, it helps a lot if you don’t have any source ahcome.

There is a story going round that the community lniéceive basic services for
free without applying therefor. Each household Wwileceive six-kilo liter of
water free. Do you think is a good idea or shoulek people rather apply for the
subsidy?

| think it will be better if people could apply folne subsidy.
| don’t think that they will really give water toserybody for free. You will have
to qualify for the water and therefor still needeaply therefor.

After receiving the subsidy, did anybody visit yolome to confirm your
details? How many times per year did somebody frira council visit your
homes?

Once a year. Sometimes you don’'t even know that éne was anybody at

your home.



What type of questions did the fieldworkers ask?

The normal questions that are on the application fon. How many people
live in your house, how many children under the agef 18, what is your
monthly expenses and income?

How do you feel about the fieldworkers going theuses during the day? Do
you think that they should rather visit the housefter hours?

It will be easier if they go around after 5 in theafternoon.

Do you know of someone who is receiving the subsidyt does not really
qualify?

No.

How do you feel about people receiving the subslalyt does not really qualify?

It is not fair.

What do you think should be done to these peopleereing the policy, but does
not qualify?

The subsidy should be taken away immediately.

Do you think it is fair when the council say thahé income per household
should not exceed R800 per month?

R800 is not a lot of money.

With this R800 a person need to pay for water dedtmecity, buy food, school
tuition fees and to ensure that you have funera¢@me.

Which amount would be fair?

R1 500 per month.

According to the policy the total amount should notexceed the amount of two
government pensions. That is round about R1 140Subsidy will not be awarded
if more than this amount. According to the instituition responsible for the paying
of subsidies — fewer people will receive subsidieghen the amount of R800 will
be increased.

[0 Do you think that fewer people should receive mar®ney or should more

people receive less money?

The money should be divided so that everybody caregsomething.



* Itis not fair if only certain people receive thésidy.
[0 Does the subsidy help that you are receiving?

e Yes.

[0 What are being subsidized?

» Water. We need to pay for our own electricity.

* We do pay a certain amount towards water.

» We do not understand the accounts. One montHhlibe/reasonable and the next
it will be so high that you cannot afford to payeexthing. If I do not pay
everything | need to pay the difference the nexntimo

0 You applied for the subsidy because you can’t affgrour expenses. How do
you go about with your accounts in arrears?

* We need to make arrangements with our debt-collects. This is a very
difficult task.

* You arrange to pay R10. For example you owe R3a@Dyou only pay R10 per
month then you are suppose to only owe R2 990pbaause of the interest you
actually owe more at the end of the day.

[0 There is people complaining that the amount on thaccount is not the same as
the amount of water that they use throughout the ntlo. Do you think that they
only estimate an amount and do not really read theters?

* This is the truth.

* | went to the municipality to inquiry about thedabbn my account, but the lady
told me that there is nothing wrong with the tatalmy account.

* | only use water when necessary. How can my addmudifferent each month?

» | think that we pay for those people who are ngtqEatheir water accounts.

[0 Do you have any ideas on how to improve this praces

* We do not stand a chance against the municipality.

* The rules of the municipality are law and we neetbtiow them.
 The amount that we are paying for water does rsitfyufor people who do not
have any source of income.

CLOSURE:

This research is currently being done in Port Elizaeth, Durban, Cape Town and
Bloemfontein. We ask questions to the community garding the policy and then
we give feedback to the council. At the end of thiresearch there will be a



document compiled for the councils on how the impteent and manage the

policy in an effective way.



FOCUS GROUP NO. 2
INTRODUCTION

The University of the Free State in conjunctionhatihe Port Elizabeth Technikon is
currently busy with research on subsidies on wat®l free services that are being
delivered to the community. This research will bene at four different
municipalities namely Bloemfontein, Cape Town, PBlizabeth and Durban. We
want to find out from the council how the policyvi®rking and how it is suppose to
work. We already held interviews at the differeatincil to hear their point of view
and know we are holding interviews with the comrtyiio hear what they are
thinking of the policy.

QUESTIONS AND ANSWERS

[0 Do you receive the subsidy?

* Yes, but | do not know where it comes from.

(0 Did you apply for the subsidy?

* Yes. | need to pay school fees for six childred anly receives a pension and
therefor | had to apply for the subsidy. We calve without water and
electricity.

O Is there any of you who do not receive the subsidy?

e Yes.

0 Do you know about the policy? Do you know that yaan apply for the
subsidy?

* Yes | know about the policy, but | don’t want tgogpfor the subsidy.
[0 How did you hear about the subsidy?

» Fieldworkers came to our homes.

(0 Do you know how to apply for the subsidy?

* No we are not sure.

* The fieldworkers that came to our homes informedtaugo to the West-End
Community Centre to apply for the subsidy. We didt know which
documentation to take with us.

* The lady at the community centre took my applicgafiorm, but she could not tell
me how long it would take to be processed for aygiro

* As from the beginning of this year | am not surénf still receiving the subsidy
because my water account is very high and | negehyoeverything out of my
own pocket.



[0 Which other methods should the council make useibmdorm the community
about the policy and the subsidies available?

* The need to put posters up at the pension offices.

A household may only receive the subsidy if their onthly income does not
exceed a total of R800. If the income of a housdtas between R500 and R800
per month they may receive 50% subsidy. If the irame of a household is less
than R500 per month they may receive 100% subsidy.The community also
receives six-kilo litre water and other essentialesvices free.

If a household qualifies for the subsidy they neetb go to a specific centre with
the correct documentation to apply for the subsidy. A fieldworker will visit the
applicant’'s home to confirm the information given a the application form. If
the information is correct the fieldworker will take it back to the centre to be
keyed into the system in order for the household tstart receiving the subsidy.

[0 Do you think that that the above process is fair?

» If you receive more than R800 per month you areatioived to apply for the
subsidy, but know you receive such a small pentiah you can't afford to pay
everything in a month.

* My mother and | stayed in my brother's house. Mygtimer applied for the
subsidy, but it was later taken away.

0 Why was the subsidy taken away?

* My mother was very sick and my sister had to come stay with us to look after
our mother. A lady from the council came roundtw house and saw my sister
with her husband staying with us in the same ho@&e went back to the council
informing them that there are more people and tbemmore income, but she
never asked if they were permanently staying with u

(0 Did the council assume that the monthly income ezdang R8007?

* Yes that is what they thought, but my sister isialty paying for their own home.

0 How many times did the fieldworker visit the houseconfirm the information?

* Once.

(0 Do you feel that the process are being handled wg@n

* The process is unfair.

* Sometimes | wonder if | am not paying for the otheople who are not willing to

pay their accounts.

[0 Have you ever tried to complain to anyone?



Yes, we did go to the municipality, but the ladyeréh told us that there is a
specific company reading the meters, but sometthmsonly estimate an amount
per household.

Every month | see another person coming to readgters, but if they can’t find
the meters they just estimate an amount becaugehim& that nobody is at home
to see them.

| went to the municipality, but the lady told mettshe could not help me. She
referred me to Mr. Plaatjies. He told me thas iaivery difficult case to help me.
| told him that | paid R100 last July and that Intvéo pay another R100. My son
that is not staying with me gave me the money.

Do you think that the people at the council are p&ll?

No, they are not very helpful.

| went to discuss my problem with Mr. Plaatjies. tééd me that | should pay
R390 to bring my mother’s account up to date asad tie will help me to put the
account onto my name. | borrowed the money and Wwack to Mr. Plaatjies to
pay the money. He referred me to the cashier yalpga money. The lady at the
cashier told me that | should pay R690. | expldib@ her that the matter was
discussed with Mr. Plaatjies. She called Mr. Rilesitand he said that | should
pay R590. | had to go and borrow more money. ddeount is still not on my
name and therefor | can’'t apply for the subsidy.

[0 According to the council a washer must be installadeach household, but then

they will receive less water. How do you feel abtius?

The council did send someone to take out my wattenand to put in a washer,
but know the water is flowing at a higher pressamd therefor | need to pay more
for the water being used.

0 Why don’t you apply for the subsidy?

| did apply, but the council informed me that besmathere is more people staying
in my home — the income is more than R800 per month

[0 What do you think about the people who is not payifor services, but they can

afford to pay?

The subsidy should be taken away from those people.
It is not fair.
They believe that someone else will pay for theivges.

GENERAL COMMENTS:

The council wants to install a new electricity baxmy home. The installation
cost is R180 and now they expect me to pay, boniteeven have a job.

My neighbours never paid for their water and sutidery water account is more
than before. My neighbours reading are on the saeter as mine.



* | have been staying in my house for almost 31 yeaxd | have never seen
anybody from the council coming to check if theqspare in perfect working
condition.

* The president said that we will not have to payvater, he did not say anything
about subsidies. Know he is saying, no, the pewplst pay for water.

* My neighbour has got a tap that is dripping all dayt their reading is also on my
water meter.



PHAHAMENG DATA COLLECTION

Sello More

25 October 2001

FOCUS GROUP 1

1. How did find out about the policy?

The respondents provided different replies to thisstion, but the following were
situations that brought the policy to their attenti

# Receipt of letters from the council requesting sangmificant insight into
their economic circumstances, which in turn theyeateld would assist the
council in easing up their accounts.

# By going to the municipal offices to express theability to pay their
municipal bills.

# By the current ward councilor during the electiamage campaign. This lady
claims that she told the councilor during his/hempaign that she was not
going to vote because the council was not doinghamy for them.

However, before they could get any assistance ttal to pay lots of money for
reconnection of water. Some claiming that they togiay hundreds of rands first.

2. What procedure did you follow to get access to thieadigent subsidy?

The council just sent them forms (letters) toifilltheir details. These people did not
even know that by filling in those forms they weleclaring their indigence. As stated
above, people had to pay lots of money.

3. What problems and/or obstacles have you experienden terms of the
procedure required to qualify for assistance?

# As indicated above, people, majority of who are gmmmers and
unemployed, had to pay lots of arrears, beforer thwaiter could be
reconnected.

# Elders had to walk long distances to get to thegdavhere they have
to submit their forms.

4. How do you think these problems should be solved?

# The council should visit all the elderly indigemsparticular, to know about
their status.

# The council should not expect the indigents to fmg of money before
reconnecting their water.

# The customer care offices should be nearer andlgigaible.



5. Are you satisfied with the assistance you got withegard to the indigent
policy in terms of:

# Your account: No! Our accounts do not really cleafog the better, instead
we pay the outstanding amounts with lots of intgreich is increasing
every month. Some of them brought along their astun fact they did
not even believe that they got anything from thanmal until when | have
shown that to them.

# The assistance you got from the municipal offiddo! the procedure is
demanding, and they would send you from pillar tstp One of them
claims that her water is not even reconnected, gwaungh she filled in the
form. Her name appeared on the indigent list.

6. Do you think the indigent policy is the best way fothe municipality to
help the poorest of the poor?

If they could cancel our arrears, so that we cart stfresh, the accounts are just too
huge.
If they could allow us pensioners in particulapty an affordable flat rate.

What was also evident was the fact that majority othem say that the council
never really responded to them. They are not evennare that they are
beneficiaries. Some of them brought their bills, ad | could show them that they
are actually benefiting. What disturbed them mostwas the fact that their
accounts do not show any difference with the subsidconsequently they want
the cancel to cancel their debts and allow them tstart afresh so that they can
really benefit from the policy. The policy can be god, but currently the feeling is
that it is not good enough.



PHAHAMENG DATA COLLECTION

25 October 2001

Sello More

GROUP 2 (THOSE WHO DO NOT BENEFIT)

NB Only people who are aware but do not benefit
did attend the focus session

1. Are you aware of the municipality’s indigent policy

The majority of these people were aware of thetemee of the policy. | then
explained it in detail to those who did not reallyderstand it., but after that | have
explained it to them, they showed signs of undaditey the policy.

2. How did you find out about it?

They knew through the media, in particular the egprand radio. The others knew
about the policy through the ward meetings. Ornghein is a ward committee
member who explained that she knew exactly ab@uptticy and that she also took
time to explain the policy to her neighbours. Ty explained that when people
were asked to pay connection fees, it was aboutdhey. Those who paid, had their
water reconnected. However, others claimed thaag unfair that only people who
could pay the reconnection fees benefited fronptiiey, whereas the poorest of the

poor (who are supposed to benefit) do not realhyebe

3. Have you ever applied for a discount on your munigial account in terms

of the indigent policy?

They never really applied because they did not laaeguate information about the
policy. They thought the policy was for pension@n$y and people who do not really
earn anything. They did not know that even youngpfewhose household income



was less than 2 old age pensions stood to besefied. In their own view, they
could have applied if they knew about the policleY consequently claimed that the
council was not doing enough to disseminate infélonaabout the policy.

5. Are you satisfied with the assistance that is offed to inhabitants of your
town in terms of the indigent policy?

They could not basically agree or disagree, becthesedo not know adequately
about the policy, however, | explained it to themd éhen they agreed that it is a good
way of assisting people. However, they stressedbittehat the elderly may not
benefit from the policy because council is not dagmough to inform them. They
insist that for policy like these, meetings onlg aot adequate means to disseminate

information.

6. Is the municipality doing enough to disseminate irdrmation about the

indigent policy?

A general agreement was that the council is natglenough to disseminate
information about the policy, if they could usetakk media, including going to
people’s homes to inform them, particularly theeeld However, they agreed that
they would apply for the subsidy.

7. Are you aware of the period and conditions under with you may qualify

for the benefits?

They believe that it's the people who are unemplpyeople with unsolvable
problems, the elders (pensioners) and every oneisvboor. They did not know

anything about the period.

8. If you haven't applied for the assistance, what ithe reason for that.

As mentioned earlier, majority of them did not ethow much about the policy.

The ward committee member said her household gty aputt they are still waiting
for a response from the municipality. The othedidated that they feared municipal



attorneys. A common belief was that once you degfaur indigence status, you are
exposing yourself to litigation.

9. What do you think the municipality should do to pe@le who lie in their
applications and are not really eligible?

They should be litigated against. The council stidwld them accountable for all
the services that they got for free. However, oitbh@m expressed disagreement
about that, stating that one cannot a househofdslgms by just looking at their
standards of living. He claimed that currently néyoof Mangaungers live in
debt trap, consequently only a few people canyeddim to be reach.

10.Do you think that the indigent subsidies are the bs ways for the
municipality to help the poorest of the poor? If ng what do you think they
can do to help you?

This is a very significant policy, particularly fare unemployed. They further agreed
that the government must also address the othel s@eds, by for instance
increasing the pension benefits. They indicatetti@aelders earn so little and they
cannot afford to buy groceries and pay for servangsof the meager allowances that
they got from the government. They indicate thatdisabled will never be able to be
reach in the lifetimes, particularly those that moé educated. However, they agree
that although they want the government to increesesion allowances, the
pensioners should pay something for their serviasshey get something at the end
of the month. People who afford should pay for mewto relief those who do not
afford. Some people rely entirely on petty donatiand cannot afford to pay for
services, such people should in actual fact notgogyhing to the municipality.



FREEDOM SQUARE DATA COLLECTION
Date : 31 October 2001

GROUP 1 (those who benefit)

FIELD WORKER : SELLO MORE

1. How did find out about the policy?

Some claim that municipal officials actually toldetn to fill in some forms. One of
them had a funeral at home and because of the defoawater, she went to beg the
council for some assistance with water. The other only knew about the policy
when the municipal workers came to cut his watgpgu The other heard from a
neighbour who is very fond of attending meetings.

2. What procedure did you follow to get access to thieadigent subsidy?

They had to fill in some forms that demanded aofodome information. Some claim
that part of that information is private and therldaloes not deserve to know about
their poverty status. One says that she went Qlalsge to enquire about her account
and then she was asked to fill in a certain form.

3. What problems and/or obstacles have you experienden terms of the
procedure required to qualify for assistance?

The fact that they had to declare their povertyustaOthers however could not really
comment on this, its as if what ever problems thest, they saw as necessary
sacrifices. Also the fact that they had to enqaib®ut their accounts, before they
could be told about this useful policy.

4. How do you think these problems should be solved?

The council should disseminate information adeduaidney should not presume that
everybody is attending their meetings. Not everysnbaving a radio or access to
newspapers. The council should make sure that bedyyknows about policies as
significant as this one.

5. Are you satisfied with the assistance you got withegard to the indigent
policy in terms of:

Your account: It seems as if by declaring our iedigstatus, we are saying to the
council that they should inflate our accounts. Sataén that their accounts are now
accruing interest than ever before. Their accoumsat thousands of Rands.

The assistance you got from the municipal offidédre idea that was mooted out was
that the municipal officers were not explainingiti@counts to them adequately. The
other problem was that, they were told to pay angtlthat they have, but officials



reject the little amounts that they have. They dske to ask the council to strongly
reprimand this people as they are getting fed-uh thiem.

6. Do you think the indigent policy is the best way fothe municipality to
help the poorest of the poor?

These people don't think so. They think that thereo use to pretend that you are
assisting people whereas you definitely are noeyThelieve that declaring one’s
indigent status opens one to litigation, highlyiled water in particular and all the
other evils. They get their water in drops. One tiogsut a bucket for 2 hours before it
can be full of water. As a result, they reject tlpslicy, unless if it can be
reconstructed.

What was also evident was the fact that majorityhein say that the council never
really responded to them. They are not even awwethey are beneficiaries. Some
of them brought their bills, and | could show th&dmat they are actually benefiting.
What disturbed them most, was the fact that th@ipants do not show any difference
with the subsidy, consequently they want the cateelancel their debts and allow
them to start afresh so that they can really befrein the policy. The policy can be
good, but currently the feeling is that it is gobd enough.

Although the majority of respondents were bengditisome two or so did not benefit
from the policy. Below is a summary of responsesat@lomly asked questions.

These people did not really know about the politiey just have huge bills and
cannot go and enquire at the municipality, as tleay that they may be victimized.
These people re the poorest of the poor, just @a tidat they are not aware of the fact
that they are benefiting simply implies that thésdy does not really assist them.
Majority of these people were elders, and theyntldiey do not have water supply,
some of them, its been a year to two since theywger from their taps. Some of
them were having summonses and they were afratdiftbiaey go to report to the
municipality, they may asked to surrender to thiicpo

These were very old people and consequently claithadthe council is not doing
enough for them, instead the council would rathdrtheir water supply. Some of
them doubt the authencity of their water bill, besmthey say that the meter readers
sometime do not actually read the meters, theymadte assumptions. This is based
on the fact that some of them claim that their mbtexes have never been opened in
months, yet they get huge water bills. These |geap well want the council to
cancel their arrears and allow them to start afrashthey won't be able to see the
benefits of the indigent policy as long as theyp dlave to service the arrears.



FREEDOM SQUARE DATA COLLECTION — 31 OCTOBER 2001

Group 2 (those who do not benefit)

FIELD WORKER: SELLO MORE

The focus group was composed of people, of whom joaty were not aware of
the policy, while some two were aware. It was a gup of elderly citizens of the
square.

1. Are you aware of the municipality’s indigent policy?

An overwhelming no was the answer, except for thoee who claimed to know
about the policy. Those who know about it , clainieat they heared about it in the
meeting.

2. Have you ever applied for a discount on your munig@al account in terms
of the municipality’s indigent policy?

No, because they did not really know about thecgollhose who knew did not know
enough. They also claimed that they could not eecabout their accounts, because
initially the cutting of water and services was ritg at all. What irked them most

was the huge water accounts. They claim that tleylate summons from the
council, but the cutting of services is unforgivablSome claim that their accounts are
in the range of R 6000.-00. They further claim timety would be satisfied if they can
get any assistance from the municipality.

3. Is the municipality doing enough to disseminate irdrmation about the
indigent policy?

An overwhelming no in this regard as well. Theyirol@hat its maybe because they
are the elderly who are staying in a very un-fasalide area. The feeling was that the
municipality was not doing enough to inform FreedBquare people. Those who
knew about the policy accused those who did nowkabignorance and inability to
attend meetings. However those who did not atteadrteetings countered by saying
that not all of them are able to attend meetinfyse, to the age and endurance factors.
Some claimed that instead of addressing the issli@gpuncil and thei “committee”
members engage in “useless” debates about “usetsse&’s. They don’'t address
bread and butter issues as a priority. Some claanthey are always told to pay, no-
one really bothers to tell them about opportunitwben they arise.

4. Are you aware of the period and conditions under with you may qualify
for benefits.

They did not actually know, but | explained the dibions to them, and they were all
so excited about the situation because as old @ggqgners they stand to benefit..

5. If you haven't applied for the benefits as yet, whais the reason?



# Those who did not know claimed that they could aymtly for benefits
as they did not know anything about the policy.

# Those who knew were afraid that their names mayien to lawyers
who continue to terrorise and harass them.

# Some know of their friends who want to the munitigaonly to have
their water supplies cut.

6. What do you think the municipality should do aboutpeople who lie in
their applications and who are not really eligible?

They should be really reprimanded and warned, Isecthey take away from the poor
what is rightfully theirs.

7. Do you think that the indigent subsidies are the st ways for the
municipality to help the poorest of the poor?

Only if they could first cancel the people’s arseand second remove people’s names
from the attorneys.

8. How do you think the indigent policy could be adveised adequately?
# They should visit the elderly’s houses
# They can also use the old age clubs to inform kherly
# They should call meetings and indicate the sigaifee of such
meetings in their notices.
Generally people want to urge the council to stapirng their water, as they cannot
survive without water.

Rocklands - will be completed later

DURBAN — will be completed later



APPENDIX 3

Fieldworker Profiles




FIELDWORKER PROFILES

PLACE

FIELDWORKER

STUDYING

INSTITUTION

CERES

Zama myulane

Masters in Public
Administration

University of Cape
Town

PORT ELIZABETH

Malusi Ngxongo

Port Elizabeth

Technikon
Lungile Mxube Port Elizabeth
Technikon
BLOEMFONTEIN | Sello More Masters in Public | University of the
Management Free State
Khali Nena Masters in University of the
Sociology Free State
DURBAN Bongani Gumede Masters in University of the
Development Free State
Studies +

Development
Consultant




APPENDIX 4

Workshop Agendas and Venues




AGENDA FOR A WORKSHOP WITH MUNICIPALITIES
WITH REGARD TO LOCAL INDIGENT POLICIES

SESSION 1 (08h30-09h00)
OPENING AND WELCOMING - City Treasurer or Indigent Policy Head

SESSION 2 (09h00-09h30)
BACKGROUND AND OBJECTIVES — Prof Koos Bekker

SESSION 3 (09h30-10h00)
OVERVIEW OF CURRENT REALITIES - Ms Tanja Arntz

(10h00-10h15) TEA AND REFRESHMENTS

SESSION 4 (10h15-11h45)

IDENTIFICATION OF LOCAL INDIGENT ISSUES/PROBLEM ARE AS
(BRAINSTORMING) & CATEGORISATION (POLICY FORMULATIO N &
POLICY IMPLEMENTATION) OF ISSUES/PROBLEM AREAS IN
INDIGENT POLICY - Facilitator and participants

SESSION 5 (11h45 — 12h45)

IDENTIFICATION OF SOLUTIONS FOR ISSUES/PROBLEM AREA S -Break
away groups

(12h34 — 13h30) LUNCH

SESSION 6 (13h30 — 14h00) IDENTIFICATION OF ACTION STEPS
REQUIRED FOR THE SUCCESSFUL FORMULATION  AND
IMPLEMENTATION OF INDIGENT POLICY -  Break away groups

SESSION 7 (14h00 — 14h30)

FEEDBACK BY BREAK AWAY GROUPS - Plenary session



SESSION 9 (14h30-15h00)
SUMMARY, WAY FORWARD AND CLOSURE - Ms Tanja Arntz



WORKSHOP VENUES

PLACE

DATE

VENUE

Unfundweni Library

CERES 24 October 2001

PORT ELIZABETH 26 October 2001 Centenary Hall, New
Breyton

BLOEMFONTEIN 2 November 2001 MUCCP Offices,
Rocklands

DURBAN

5 November 2001

Durban City Hall, Albert
Luthuli




