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BUSINESS PLAN FOR THE IMPLEMENTATION OF CUSTOMER CA RE CENTRES 

 

1. Introduction  

 

On 6 December 2000 Ekurhuleni Metropolitan Municipality (EMM) was established as a 

category A Municipality with a Mayoral Executive System combined with a Ward 

Participatory System. Such an establishment places a duty and responsibility on the 

Municipality to focus on the needs of communities in all its proceedings and conduct, 

and to make administrative arrangements to enable ward committees to perform their 

functions (Section 73(4), Municipal Structures Act). Chapter 4, Section 16, of the 

Municipal Systems Act of 2000 (MSA) instructs municipalities to develop a culture of 

community participation in conducting its affairs.  

  
Further, section 73 of the MSA gives an injunction to municipalities to give priority to 

basic needs of the local community and to ensure that they have access to at least the 

minimum level of basic municipal services. Such services have to be equitable and 

accessible. Section 152 of the Constitution of South Africa deals with the objects of local 

government. Among other things, this section states that the municipality must provide 

services to communities in a sustainable manner and encourage communities and 

community organizations in the matters of local governance.  

  

The Mission of EMM states “Ekurhuleni provides sustainable and people centred 

developmental services...... as guided by the principles of Batho Pele and through the 

commitment of a motivated and dedicated team”.  These principles are :- 

·  Consultation with service users; 

·  Service standards; 

·  Access; 

·  Courtesy; 

·  Information; 

·  Openness and transparency; 

·  Redress;  and 

·  Value for money. 
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It is in line with the legislative framework above as well as the mission of EMM that a 

decision was taken by the Mayoral Committee on 24 July 2003 (Item B- CL (36b-2003) 

that seventeen (17) Customer Care Centres (CCCs) be established.  

 

2. Background  

  

 In order to implement the basic concept, several reports were submitted to the Mayoral 

Committee. During November 2003, seventeen (17) CCCs were created throughout the 

EMM. It was decided that out of the seventeen (17) CCCs, six (6) should be established 

as pilot projects, two (2) per region. For each of the pilot projects a CCC Manager was 

appointed. It was also resolved that CCCs were to be coordinated on a regional level.  

 

The Institutional Review process the Metro embarked upon during 2005, found several 

shortcomings that contributed to inefficient service delivery.  It was inter-alia concluded 

that the regional service delivery model was less effective than what was intended at the 

establishment of the EMM.  

 

The regional concept however played an important role in establishing core institutional 

structures and service delivery capacity during the establishment phase of the EMM.  

 

This led to the concept (2007) of demarcated wards supported by CCCs. 

 

3.    Service Delivery Model  

 

 3.1 Customer Care Centres (CCCs) 

 

As pointed out previously, it was recognized that the Metro’s services were 

rendered in a fragmented and uncoordinated manner.  The residents, in many 

instances, were sent from pillar to post in order to receive basic services. The 

communities had to travel far to receive information and services. In order to 

mitigate the situation, the EMM introduced the concept of CCCs. 
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This shortcoming was addressed in the Institutional Review wherein it was resolved 

that the previous matrix system (whereby employees deployed in Regions had dual 

reporting lines which created confusion and added to fragmented service delivery), 

had to be corrected. In order to mitigate the situation, the EMM introduced the 

concept of CCCs. A CCC is a facility that will provide integrated access to services 

and information to communities and will ensure that the principles of Batho Pele are 

adhered to. (Annexure “G”). 

 

The following services will, inter-alia, be rendered within a CCC: 

i. Payment and account related services; 

ii. The logging and following up of all complaints; 

iii. The provision of information related to all services of the Metro; 

iv. The liaison with and referrals to line departments as and when required; 

v. The renewal of vehicle licenses where applicable; 

vi. The booking of facilities and services; 

vii. The provision of a Multi Purpose Community Centre (MPCC) front desk; 

viii. The provision of a “One-stop Metro-wide” customer care service to all 

customers of a  CCC; 

ix. Switchboard and call centre related services; 

x. Facilitation of community participation and outreach; 

xi. Liaison with councillors and communities on the implementation of 

Council programmes. 

 

   There are currently MPCCs at the following CCCs: 

 

  (i) Tembisa; 

  (ii) Vosloorus; 

  (iii) Thokoza; 

(iv) Daveyton; 

(v) Tsakane; 

(vi) Kwa-Thema; 

(vii) Duduza. 
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        3.2   Branding 

 

The services that are to be rendered within a CCC and the general internal lay-out 

and aesthetics of a CCC should be exactly the same regardless where such a CCC 

is located.  The principles of Batho Pele should at all times be adhered to and 

members of the community should have exactly the same service delivery 

experience at each and every CCC. 

 

Similar to what is found in the Banking Industry, proper branding of the CCC 

concept is regarded as a critical requirement for successful implementation of the 

concept.   (See Annexure “F”).  

 

This will be achieved through the implementation of the Branding Policy of the 

Metro, and attention will be given to aspects such as lay-out, signage and waiting 

facilities.   

 

 3.3 Relationship between Line Departments, Custome r Care Centres and Wards 

 

One of the shortcomings of the previous regional model, was the pin pointing of 

final accountability for effective and efficient service delivery.  Executive Directors 

(EDs) of line departments were held accountable for service delivery throughout the 

Metro, yet Regional Executive Directors (REDs), were responsible for similar 

functions. 

 

The EDs of line departments will now be responsible for the rendering of all 

services throughout the EMM. 

 

The core function of a CCC is to provide a one-stop customer care service to the 

community.  The Customer Relations Management (CRM) System will link the 

CCCs with the line departments. 

 

           The CCC Manager is responsible for the wards that will be served by a particular 

CCC.  The following ward allocation criteria were taken into consideration :- 
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·  Accessibility  of services to communities; 

·  Ward boundaries; 

·  Non-splitting of wards; 

·  A balanced spread of the number of wards per Centre; 

·  Population distribution; 

·  The availability of EMM facilities. 

 

The demarcation of wards and CCCs are indicated in Annexures “C” & “D”. 

Although all endeavors were made to comply with the above-mentioned criteria, 

due to practical and other reasons it was not possible to allocate an equal number 

of wards to each CCC. 

 

Service complaints will be logged at CCCs and information regarding all services of 

the Metro will be available and supplied by the CCC. 

 

In order to ensure clear roles and responsibilities the following principles will apply: 

 

3.3.1 All service delivery responsibilities, will be retained by line departments. 

 

3.3.2 Structural arrangements (buildings, offices, depots, etc) to accomplish 

service delivery, will remain the responsibility of the EDs. 

 

3.3.3 Line department staff will report to EDs through the departmental structures. 

 

3.3.4 In exceptional cases and by mutual agreement between the ED and the 

CCC Manager, line department staff may report to the CCC Manager if it is 

in the best interest of effective service delivery.  

 

 3.4 Roles and Responsibilities of the CCC Manager  

 

The CCC Manager will, inter-alia, have the following responsibilities :- 

 



Business Plan :  16 November 2007                                                                                                  7  

3.4.1 Managing all aspects of the CCC, including discipline and maintenance, as 

well as ensuring compliance with the principles of Batho Pele. 

 

3.4.2 Process management of the short and medium term needs and priorities of 

ward committees and communities. 

 

3.4.3 Identifying shortcomings in service delivery and project execution as well as 

timeous referrals to line departments. 

 

3.4.4 Identify shortcomings in the standards of service delivery, monitoring 

maintenance within wards and timeous referrals to line departments. 

 

3.4.5 Keeping ward councillors, ward committees and other stakeholders informed 

about all projects and programmes that are planned and/or executed as and 

when appropriate. 

 

3.4.6 Process management of IDP related matters within wards (in conjunction 

with ward councillors), ensuring proper community consultation and 

feedback. 

 

3.4.7 Liaise with external stakeholders and provide feedback to ward councillors 

and/or the relevant line departments, where applicable.  

 

         3.5 Lay-out and Work Flow in a CCC 

  

To ensure user-friendly access to services in a CCC, the CCC lay-out is important. 

Due to existing buildings and facilities, it would not be possible to have a 

standardized lay-out for all CCCs, except in those cases where it is necessary to 

build totally new CCCs.  (Greenfield CCCs) – See Annexure “C”. 

 

Each CCC must however endeavour to comply with the schematic lay-out as 

depicted in Annexure “A”. 
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Over and above personal visits to a CCC, many complaints and enquiries are also 

made telephonically. The effective taking of telephonic enquiries and complaints 

are also critical to the successful rendering of CCC services. The implementation of 

a proper Call Centre System will be rolled out as part of the Institutional Review 

process. In the interim, up to where the Call Centre or Centres, are established, 

calls will be diverted from switchboards to the information and enquiries desk. 

 

The work flow within a CCC is schematically depicted in Annexure “B”. 

 

 3.6   Regional MANCOS    

 

           The EMM is coordinated into three (3) regions, which are the South, North and 

East. Each of the regions is politically managed by Members of the Mayoral 

Committee (MMCs) who are equitably deployed into the three (3) regions.  

Administrative coordination of each region is the responsibility of the Deputy City 

Manager (DCM) deployed in the region.  The DCMs, MMCs,  EDs  and CCC 

Managers within the regions, constitute the Management Committee (MANCO) of 

the regions.  MANCOS will meet at least once a month. 

 

           The MANCO, ward councillors and PR councillors constitute the Broader Forum of 

a region.  The Broader Forum will meet at least quarterly. 

 

           The wards within a specific region, will get administrative and political support, 

direction and oversight from the Regional MANCO. 

 

3.7     Organisational Structure 

 

Only positions/posts required to improve the effectiveness of complaint 

management and information rendering services at the CCC and call centres and 

the necessary administrative support to deal with ward related functions, will be 

investigated. (See Annexure “E”). 
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3.8    Delegated Authority 

  

To enable CCC Managers to execute their duties effectively, powers will be 

delegated to them in accordance with the System of  Delegations . 

 

      3.9 Multi-year Capital Budget 

   

An analysis of all CCCs was done and the state of some of the CCCs, is 

unacceptable.  The space available in some of the existing CCCs is totally 

inadequate and it will thus be necessary, in some instances, to establish totally new 

(Greenfield) CCCs.  All CCC projects will have to be done in terms of annual 

budget allocations. 
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ANNEXURE “A” 
 
 
CCC  LAY-OUT  
 
 
 
 
 
 

LAYOUT: CUSTOMER CARE CENTRE
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    Schematic Lay-Out of a CCC 
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ANNEXURE "B"  

PROCESS CHART : CUSTOMER CARE CENTRES (COMPLAINTS /  ENQUIRIES) 
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ANNEXURE “D”  
 

ALLOCATION OF WARDS  
 
 
                                                                                        

NORTHERN MANCO REGION: 
 
5 Customer Care Centres: 27 Wards  
 
CUSTOMER CARE 
CENTRE 

No of Wards Ward Numbers 

 
 
Kempton Park  

 
 

6 

 
 
13, 15, 16, 17, 23, 25 
 

 
Edenvale 

 
5 

 
11, 12, 18, 19, 20 
 

 
Benoni 

 
5 

 
24, 27, 28, 29, 30 
 

 
Tembisa 

 
6 

 
5, 6, 8, 9, 10, 14 

 
Tembisa 2 
(Split from Tembisa ) 
 

 
5 

 
1, 2, 3, 4, 7 
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SOUTHERN MANCO REGION: 
                                                                 
7 Customer Care Centres: 35 Wards  
 
CUSTOMER CARE 
CENTRE 

No of Wards Ward Numbers 

 
Germiston 

 
5  
 

 
21, 35, 36, 39, 41 

  
Alberton 

 
3 
 

 
37, 38, 53 

 
Tokoza 

 
5 
 

 
52, 54, 56, 57, 58, 

 
Boksburg 

 
5 
 

 
22, 32, 33, 34, 42 

 
Vosloorus 

 
6 
 

 
43, 44, 45, 46, 47, 64 

 
Katlehong 

 
6 

 
40, 48, 49, 50, 51, 55,  

 
Katlehong 2 
(split from Katlehong ) 

 
5 

 
59, 60, 61, 62, 63 
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EASTERN MANCO REGION: 
 
8 Customer Care Centres: 26 Wards 
 

 
CUSTOMER CARE 
CENTRE 

No of Wards Ward Numbers 

 
 
Springs 

 
 

3 
 

 
 
72, 75, 76 

 
Kwa -Thema 

 
5 
 

 
77, 78, 79, 80, 81 

 
 
Brakpan 

 
 

3 
 

 
 
31, 73, 74 

 
Tsakane 

 
3 
 

 
82, 83, 85 

 
Nigel 

 
1 
 

 
88 

 
Duduza 

 
3 
 

 
84, 86, 87 

 
Daveyton 

 
4 

 
68, 69, 70, 71 

 
Etwatwa 
(split from Daveyton ) 
 

 
4 

 
26, 65, 66, 67 
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EKURHULENI METROPOLITAN MUNICIPALITY  
OFFICE OF THE CITY MANAGER[1]  

STRATEGIC SERVICES  CLUSTER 
CUSTOMER CARE CENTRES X20 STRUCTURE 

* ADHERE TO  BATHO  PELE PRINCIPLES

* INFORMATION / ENQUIRIES

* MONITOR SERVICE PROVISION IN AREA 
* GDS 2025 / IDP CO ORDINATION

* MONITOR SDBIP IMPLEMENTATION
* FACILITIES

* PAYMENTS (CREDIT) 
* ACCOUNTS
* SERVICES COMPLAINTS

* LISENCING * STAKEHOLDER  LIAISON

* ENSURE ACCESS TO SERVICES 
SENIOR 

ADMINISTRATIVE 
ASSISTANT 

CUSTOMER CARE CENTRE WARD RELATED MATTERS  

CUSTOMER 
CARE 

CENTRE 
MANAGER 
   (X 20) 

SPM: 
CCCs 

CALL  
CENTRE 

DCM: 
STRATEGIC 
SERVICES 

ORGANISATIONAL STRUCTURE  ANNEXURE “E”  
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ANNEXURE’F” 
 
BRANDING OF CCCs 
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ANNEXURE “G”  

THE BATHO PELE PRINCIPLES                                            

1.  Consultation of service users 

The customers will be consulted on the level and quality of services provided. If 
possible, the customers will be given choice on the services that are rendered. 

2.  Service standards 

The customers will be made aware of the level and quality of service to receive 
in order to make them aware of what to expect. 

3.  Access 

Customers will be given equal access to services which are rendered by the 
municipality. 

4.  Courtesy 

Customers will be treated with courtesy, respect and consideration. 

5. Information 

Customers will be provided with full and accurate information about the 
services rendered by the municipality. 

6. Openness and transparency 

Customers will be provided with information about the cost of services and 
about how the three spheres of government function. 

7.  Redress 

The CCC will apologize to customers in instances where it has done wrong and 
a full explanation for that will be given. The CCC will speedily and effectively 
remedy any wrong done. Complaints received from customers will be treated 
sympathetically and promptly. 

8. Value for money  

Economic and efficient services will be rendered in order to give the best 
possible value for money. 

 
 


