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Abstract

The advent of democracy in South Africa led to a shift from a highly centralised system to a
decentralised one, with national, provincial, and local spheres of government. While distinctive,
these spheres are interdependent and interconnected, necessitating cooperation to secure the well-
being of citizens. The Constitution mandates national and provincial governments to support
municipalities in managing their affairs and exercising their powers. However, challenges persist,
including poor financial management, weak technical capacity, and governance issues. Provision
of services to members of the communities is the function of local government which is done
through municipalities. Currently, municipalities are faced with increasing pressure to deliver
efficient and effective services to members of the community residing in their area of jurisdiction.
The implementation of service standards plays a crucial role in achieving this goal. However,
despite various initiatives and capacity-building efforts, many municipalities continue to struggle
with service delivery challenges. This thesis critically assesses the implementation of eThekwini
municipality’s service standards within the water and sanitation unit, aiming to identify key issues,

gaps, and potential solutions.

Data were collected from two groups which were members of the public who were randomly
selected using the report from the municipality’s system which is called Faultsman, only members
of the public who had reported water-related queries were selected and Municipal employees were
also randomly selected from units within the municipality and participants were from all staff
levels from employees who are on an internship programme to senior management. A total number
of 36 participants made up the first group (municipal employees) and the second group consisted
of 19 members of the public. Interviews and questionnaires were used as tools to gather data from
participants’ responses and the total number of participants from this group was 19. As a result,
frequent responses and trends found in the collected data were used to categorise the participant

responses.

The study found that whilst the development and use of service standards as a means to assess
service delivery is widespread, several critical challenges remain. These challenges are service
standards not communicated accordingly using different communication channels including

publication through the municipality's annual report, "Service Delivery Standards" as a standing



agenda item is not included during engagements with members of the community, service
standards are not linked with the Individual Performance Management System of the municipality.
Sufficient budget is not allocated to those areas where services need to be improved. A
standardised process for engaging external clients in developing service standards is in place but

not adhered to. Feedback from members of the public regarding service delivery is not addressed.

Key words: Constitution, Spheres of Government, Service Standards
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CHAPTER ONE

Introduction

1.1 Introduction

The study aims to assess the implementation of eThekwini Municipality's Service Standards on
complaints or faults related to water reported by community members. The approach taken for the
literature review was to benchmark with municipalities from abroad and in Africa on how they

deal with water-related complaints or faults reported by their community members.

A healthy human life requires enough secure water (Nnadozie, 2011). Access to water and
sanitation are basic needs to be provided to the country's citizens, and municipalities in the local
sphere of government have the mandate to provide such basic services. Around 2 billion people,
or more than one-third of the global population, reside in areas with a water shortage, and one in
eight people do not have access to clean drinking water (Ungureanu, 2020). The municipalities are
responsible for planning, implementing, and monitoring water and sanitation progress.
Considering the world's population, which tripled during the 20" century, and the subsequent
seven-fold rise in water consumption, the United Nations declared access to clean, safe water and
sanitation a human right (UN, 2020).

Delivery of public services is a continual and dynamic process that must be improved over time
because criteria must be gradually upgraded as they are reached. All citizens should have equal
access to the services they are entitled to. Complete and accurate information regarding the public
services to which they are entitled should be provided to the citizens. Furthermore, municipalities
should develop service standards detailing how the above-mentioned will be achieved (Carden et
al., 2018). In this regard, South Africa is confronted with serious challenges such as non-revenue
water, skills shortages, ageing infrastructure, shifting demand patterns, overwhelming water
supply and demand, and outdated solutions for emerging challenges (Mulenga, 2017; Carden et

al., 2018). Access to basic services for all citizens is one of the most significant issues. Successful



water governance involves political, social, economic, and administrative institutions that are in

place to develop, administer, and provide water services at all levels of society.

The significance of effective water governance and implementation cannot be overstated
(Mulenga, 2017). In South Africa, an inter-ministerial committee responsible for ensuring the
overall performance of key legislative mandates of governance, integrated development, and
service delivery in all spheres of government was developed (DPSA, 2011). This committee
advised municipalities to create service delivery standards that specify how services would be
delivered, including turnaround times to ensure accountability for the local government's delivery
of basic services. According to the eThekwini Municipality’s annual report for the 2020/21
financial year, the water and sanitation unit provides these services to the public namely:
acceptance of wastewater for disposal, clearance of sewer blockages, emptying of septic tanks and
conservancy tanks, provision of potable water, provision of Ventilated Improved Pit Latrines

(VIP), and transit camp facilities.

The focus of this study is to assess the implementation level of service standards by the Water and
Sanitation Unit ("the Unit™), which is a section of eThekwini Municipality. The population served
by eThekwini Municipality is estimated to be five million people (eThekwini Municipality
Integrated Development Plan, 2023). This population represents the number of potential
eThekwini Water and Sanitation Unit customers. The province of Kwa-Zulu-Natal is experiencing
a dilemma as people migrate from rural to urban regions in search of better resources, tertiary
education institutions, and a higher quality of life (Nxumalo, 2017). The biggest challenge with
migration is that the municipality's budget and planning would not have considered the number of
individuals who migrate to the territory covered by this municipality (Howanitz and Steindel,
2014). Customers of the Unit come from the suburbs, mixed communities, rural areas, and

informal settlements.

The municipality has made significant efforts and investments to improve the provision of water
and sanitation services to its customers. However, it still faces the difficulty of poor and
underserved areas that lack water and sanitation infrastructure (Nxumalo, 2017). Although the Unit
does not face competition in the supply of water and sanitation, customer service quality and

satisfaction remain critical to increasing efficiency (Mhlongo, Nzimande & Munapo, 2016), better



resource utilisation, and customer service quality and satisfaction, as well as service delivery.
Water and sanitation are basic human needs since they allow people to thrive and live healthy lives
(Nxumalo, 2017). The South African Constitution, Act No.108 of 1996 ("the Act"), also
emphasises the right of South Africans to access sufficient and safe water. It also requires the state
to implement acceptable legislative measures through government structures to realise this
fundamental constitutional right (Act 108 of 1996).

The provision of water and sanitation is one of the services on the South African government's
priority list. It is not only consumed by humans but also by animals and plants to thrive, making
water a requirement for all living beings. In addition to providing basic water and sanitation
services, in accordance with the eThekwini Water and Sanitation Service Level Standards
(2016/2017), the Unit additionally offers the following services: portable water services, sewer
clearance, the new Urine Diversion Sewerage system, which intends to replace the old system
known as septic tanks, and, finally, the Durban Water Recycling Project. Drought has significantly
impacted the country's water supplies. The Unit has taken steps to limit the availability of water
(Mhlongo et al., 2016). The country's inflation and economic woes have been mirrored in the costs

charged by water and sanitation companies.

Illegal water connections and public protests are also a cause of waste and loss for the Unit in
terms of this scarce resource. The disruption of water and sanitation services directly impacts the
number of consumers contacting customer service at the Unit or visiting the Walk-In Centre
(Nxumalo, 2017). The Unit operates eight walk-in clinics around the Metro area.

This study will show if the service delivery standards for the unit were developed according to the
directive from the inter-ministerial committee. This research further determines if the unit is
adhering to the set standards when addressing reported challenges and complaints from the public.
Furthermore, this study will assist in determining whether the water and sanitation unit is

experiencing the same challenges faced in other parts of South Africa.

1.2 Background of the Study

South Africa inherited from the Apartheid regime a public service that was not people-friendly,
non-inclusive and lacked the skills and attitudes to meet the developmental challenges facing the

country. The post-apartheid South Africa created a starkly unequal service left over, leading to
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South Africa being a nation of two worlds, notably one with the wealthy developed world and
underdeveloped developing world components (Webster & Francis, 2019). After gaining
democracy, initiatives such as Batho Pele (People First) were implemented to correct past
injustices. The Batho Pele initiative aims to enhance the quality and accessibility of government
services by improving efficiency and accountability to the recipients of public goods and services
(Nzimakwe & Mpehle, 2012). According to Section 195 of the Constitution of the Republic of
South Africa (RSA, 1996), some values and principles should govern public administration. These
are effective, efficient, and economical utilisation of resources; people’s needs are to be responded

to, and public administration should be accountable, transparent, and development-oriented.

The eight Batho Pele principles, namely, Consultation with clients; Service Standards expected;
Access to service provided; Courtesy; Information; Openness; and Transparency in the service
delivery; Redress challenges faced during service delivery; and Value for Money equivalent to
services provided are in line with the Constitution (DPSA, 1997; Mohatle and Phori, 2022). This
should be implemented by all spheres of government to improve the quality of services provided
to both internal and external customers (DPSA, 1997). Although the Batho Pele Principles were
designed as a tool to help South Africa's service delivery system improve, over the past few years,
there have been more demonstrations of poor service delivery around the nation (Carmen, 2022).
According to Carmen (2022), the rising service delivery protests in South Africa since the country's
democracy began are frequently related to the fact that the current administration is failing to meet
the basic services such as water and sanitation of the populace.

The residents, and the impoverished in particular, are unhappy with the lack of service delivery
(or, in some cases, the bad service delivery) in the areas where service has been provided. Despite
an increase in the number of households with better water supplies in six South African provinces,
access to water decreased between 2002 and 2021 (Stats SA, 2021). Public officials who refuse to
be responsible and attentive to the requirements of the public they are expected to serve when they
are assigned to public posts appear to be aggravating the citizens' dissatisfaction with the absence

of or inadequate service delivery by the government.



1.3 Motivation for the Study

This research examines the service delivery standards of the eThekwini municipality’s Water and
Sanitation Unit. It aims to determine whether these standards are adhered to when basic services

are provided to the public within the municipality’s area of jurisdiction.

1.4 Problem Statement

In South Africa, it is still challenging to address any resource-related problem without first
considering the effects of the past 300 years of the country's history in general and the past 50
years in particular. During apartheid, restrictions were placed on non-White populations' freedom
of movement, political representation, access to land, and use of basic services (Nnadozie, 2013).
Stats SA (1998) reported that in 1996, only 6.3% of Black males made more than R3500, compared
to 65% of White men who made more than R3500. The African population lagged for all variables
in terms of living standards by a significant margin. Undoubtedly, the policies implemented during
the apartheid years can be largely blamed for the current profile of water access and servicing in
South Africa. The South Africa Water Act (No. 36 of 1998) recognises the need for an integrated
approach to managing all aspects of water resources by delegating management functions across
the national levels down to the regional and municipalities, even though the national government

has the authority to provide individuals with basic resources (Weaver et al., 2019).

Due to the significance of the local services that many South African municipalities offer, they
have endured years of criticism for their subpar basic services and continuous complaints and
concerns from the media, civic groups, and community-based organisations (Akinboade et al.,
2012). The problem is compounded as the urban poor in South Africa, particularly in informal
settlements, are further marginalised by not having access to safe water. While individuals in the
high socioeconomic class have access to clean water and excellent standards of living, those in the
low socioeconomic class experience poverty, starvation, and low standards of basic services
(Collins et al., 2015).

Water scarcity, water resource management, floods, drought risks, and damaged ecosystems have
limited the water services provider’s capacity to alleviate the increasing water stress (Urama and
Ozor, 2010). This inadequacy has resulted in community frustrations, loss of confidence in the

municipality’s ability to provide basic services, and violent confrontations demonstrated over the
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years. In addition, the dissatisfaction raised by the citizens is expressed through public protest
which sometimes leads to damage to municipal infrastructure. The register of issues raised by the
public is kept by the office of the Mayor under the unit named Operation Sukuma Sakhe (OSS)
(Mhlongo, 2018).

Protestors often embroil in conflicts over water supply as water is the lifeblood of the country.
There were 164 protests in 2014, while in 2013 and 2012, 155 and 173 protests, respectively
(Municipal-1Q 2016). Unfortunately, the protests are now seen as an opportunity for the
government to show its commitment to the people and the need to deliver on the promises made
in the past. Customers' reluctance to pay for water services and the municipality's problems
recovering revenue further affect the community's misperception of the government's ability to

provide basic water services and their loss of trust in it.

Customer satisfaction with water services in South Africa rose from 15,8% in 2005 to 31,8% in
2009, falling to 26,4% in 2014 (Masindi and Duncker, 2016). The percentage of households that
rated water services as ‘poor’ increased from 7,8% in 2005 to 12,2% in 2014 (Stats SA, 2015).
This is partly a result of the unstable political environment, which makes it challenging for
municipalities to cut off the water supply in rural areas, which can lead to the filing of legal claims

against clients who fail to pay for water services.

1.5 Aim

This study aims to examine the service delivery standards of the eThekwini Municipality’s Water
and Sanitation Unit. It is to determine whether these standards are adhered to when basic services

are provided to the public within the municipality’s area of jurisdiction.

1.6 Research Objectives

The specific objectives of this research are to:
1. Ascertain the public participation process by the eThekwini Municipality in developing service

standards.
2. Examine the public review process of the effectiveness of service standards.
3. Evaluate the challenges of service delivery at the eThekwini Municipality.

4. Offer recommendations for the public participation process in eThekwini Municipality



1.7 Research Questions

The research questions that guided this research are as follows:
1. What is the current impact of service delivery provided by the municipality?

2. What is the consultation/public participation process by the eThekwini Municipality in
developing service standards?
3. What are the challenges of service delivery at the eThekwini Municipality?

4. s the public participation process in the eThekwini Municipality adequately performed?

1.8 Significance of the Study

Good health and socioeconomic growth depend on having access to a water supply that is
economical, dependable, and simple to access. Poor performance is, in fact, more often a result of
challenging conditions than poor decisions. It is anticipated that findings from this study will
significantly highlight the challenges faced by the eThekwini Municipality in providing water and
sanitation services to ensure the development of improved service delivery standards to customers
and the community at large. The study will contribute to the body of knowledge regarding the
water and sanitation service delivery and access to strategic planning and performance
management in the eThekwini Municipality. The process of service delivery techniques by the
national socioeconomic strategy will also be highlighted to help the government fulfil its obligation
to its local constituency. Furthermore, by taking into account the involvement of community public
servants and the populace when formulating policies and strategies that affect the people and by
offering novel and inventive ways to manage service delivery in the study area, findings from this

research could change the water service delivery catastrophe in the eThekwini Municipality.

1.9 Research Methodology

The methodology is the set of skills, tools, and techniques used by researchers to collect, analyse,
and present results (Creswell, 2013). For this study, the interview questions to the participants and
municipal officials directly involved with providing water and sanitation services to the
communities were used as part of the qualitative method to explore the human element of the
subject matter and how they see and experience the service being delivered. The eThekwini

municipality's beneficiaries of the water and sanitation services were the subject of the quantitative



technique. Since each participant for this study had to respond to the same set of questions in a
specific order, questionnaires were the most popular quantitative data-gathering tool (Mulenga,
2017).

1.10 Delimitations of the Study

The results of this study might not apply to other municipalities because the research was restricted
to one municipality. Targeted participants from members of the community were only limited to
those who reported water-related faults and not all services provided by the municipality. The
targeted number of participants for data collection was not reached due to the non-availability of

targeted participants.

1.11 Chapter Outline

This dissertation comprises five chapters as follows:

Chapter One: Introduction

This chapter introduces the entire study. The focus of the study, the problem statement, the research
questions, the aim of the study and a brief outline of the research methodology are provided in this
chapter.

Chapter Two: Literature Review

This chapter provides the theoretical background to the research.

Chapter Three: Research Methodology

This chapter outlines the research design and the research methods that are used in the study.

Chapter Four: Research Findings, Discussion, and Analysis
The research findings are presented and discussed in this chapter concerning existing literature and

empirical studies.

Chapter Five: Conclusion and Recommendations
The conclusion and recommendations based on the findings are presented in this chapter.



CHAPTER TWO

Literature Review

2.1 Introduction

The approach taken for the literature review was to benchmark with municipalities from abroad
and in Africa on how they deal with water-related complaints or faults reported by their community
members. This chapter details information for the City of Edmonton in Canada, the City of
Gaborone in Botswana and eThekwini Municipality, KwaZulu Natal, South Africa, and presents

the framework underpinning this study and South Africa’s local government.

2.2 Theoretical Frameworks

The provision of services by municipalities is supported by several theoretical frameworks, which
represent the intricate interactions among variables that affect the services that local governments
offer to their citizens. The theoretical frameworks discussed below are some of the most pertinent
for comprehending the dynamics of municipal service delivery. They offer a variety of viewpoints
on these dynamics and shed light on the structures, behaviours, and motivations that influence the

services that local governments offer to their communities.

The first theory is Service-Dominant Logic (SDL), which according to Vargo (2017), was
developed to contribute to the understanding of human value co-creation, by developing an
alternative to the traditional logic of exchange. This theory highlights the importance of engaging
citizens and stakeholders in the design and delivery of services, recognising them as active
participants in the service delivery process. The second theory is Public Choice Theory, which
according to Boyne (1998), is the application of economics to the study of political science and
government decision-making. The third one is the New Public Management (NPM) which deals
more with the better management of the public budget and this theory is better positioned to
generate efficiency and favourable results. The fourth theory is Community-Based Governance.
Kearney (2007) describes this framework as a framework which emphasises collaboration between
local government and community stakeholders in service delivery. The fifth theory is the Social
Capital Theory, which is explained by Dubos (2017) as a theory that explores the value of social



relationships and networks in achieving collective goals. In municipal service delivery, it can be
applied to understand how social ties and community networks contribute to effective
collaboration between local government and residents, fostering a sense of shared responsibility
for service outcomes. The sixth theory is the Innovation Diffusion Theory. According to Yuen
(2021), this theory is a hypothesis outlining how new technological and other advancements spread
throughout societies and cultures, from introduction to widespread adoption. Lastly, the seventh
theory is the Institutional Theory and according to Peters (2022), this is a theoretical framework
that can provide an effective explanation of how a municipality implements its service standards
and this is the theory underpinning this study.

2.2.1 Institutional Theory

According to Peters (2022), the application of "Institutional Theory" and, more precisely,
"Institutional Isomorphism" as a theoretical framework can provide an effective explanation of
how a municipality implements its service standards. This theory was developed by sociologists
like Meyer and Rowan to ensure that organisations are adhering to social norms and expectations
so that they can be accepted by their surroundings. This theory describes how organisations,
including municipalities, tend to imitate the 