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BACKGROUND




The tax invoices or bills that municipalities send out to consumers on a monthly basis
are a key interface between local government and citizens. Consumers' level of
understanding of their municipal invoices is therefore indicative of the effectiveness
of this communication.

Local and international research has shown that customers of many municipal
entities, in both the developed and developing countries, struggle to understand
their municipal invoices. A lack of understanding of invoices has a negative effect on
customer awareness, participation and the regulation of water services. It also leads
to distrust in the correctness of an invoice, which, in turn, could affect consumers’
willingness to pay.

A study by the Water Research Commission found that municipal invoices in South
Africa have much to improve on before they will function as a tool to serve
consumers and use our water resources effectively.

In particular:

e  South African invoices are not standardised at all;
e Most invoices do not meet regulatory requirements;
e Most invoices are:
0 barely legible
0 not in plain and understandable language as required by the
Consumer Protection Act (68 of 2008)
0 not user-friendly
O not customer-orientated at all
0 in English only;
e Most invoices do not communicate water conservation and effective water
use, South African invoices do very little to reduce our water and energy
footprint and lag far behind international best practice in this regard;



e Invoices are not used to brand conservation, set consumption targets or give
incentives for conservation; and

e Very few municipal invoices show comparative or historical consumption
information, which has been proved to positively influence consumer
behaviour.

As part of the study, a quantitative survey of 2500 urban respondents was
undertaken. The results of the survey showed that:

1. The integrity of South African municipal invoices is in question. 35% of
consumers’ doubt the correctness of their municipal invoices.

2. The ordinary South African consumer struggle to find basic
information on municipal invoices, such as the amount owed from
previous months, the meter reading date, water use and Free Basic Water
received:

a. For example, only 7.4% of respondents could find the water use on
an invoice that scored 'average' (4.8 out of a possible 10 on the EMI
tool that was developed to evaluate municipal invoices).

b. Itis common practice on municipal invoices to use numbers
without the unit (R or ki), as well as to include codes that are
meaningless to consumers. Consumers have great difficulty to
distinguish between numbers without units.

c. Consumers, especially those whose home language is not English,
find acronyms and abbreviations such as “cons”, “w", "bas" or
“char” difficult to decipher.

d. Consumers struggle to understand words commonly used on
invoices, such as arrears, remittance advice, rebate, consumption,
opening balance, balance brought forward and previous.

e. Consumers confuse litres and kilolitres.

3. Simple changes dramatically increase consumer understanding of
municipal invoices.

4. Improved understanding strengthens consumers trust in the
correctness of the information.
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Why standards for invoices?

Municipal invoices, if used properly, present a significant opportunity to engage
customers in water conservation, water regulation and planning.

The Water Research Commission, through this document, has created a platform for
South African municipalities to work towards improving compliance and
standardising their domestic municipal invoices. The Standards Document is an effort
to steer municipalities, financial services, businesses and customers towards quality
and efficiency in water management.

The standards and model invoices developed and tested in this study aim to improve
the understanding of domestic water invoices, within specific South African
regulatory requirements, and contribute to changing behaviour and reducing
consumers’ water footprint.

Better understanding will improve consumers' trust in the validity of their invoices,
which will, in turn, improve consumers’ trust in, and support for, their municipalities.

The results of the study show that the EMI Tool, which was developed to evaluate
invoices, can be used to effect simple changes that can:

e Make a significant difference to consumers’ understanding of their
invoices;

e Improve invoice integrity and consumers’ willingness to pay; and

e  Save critical resources and decrease our water and energy footprint.

New software developments and technology hold exciting possibilities to address
shortcomings in the design and communication of municipal invoices.

Opportunities include:

e Sending invoices via SMS, e-mail and web;

11



e Using SMS, e-mail and the web to activate payment, explain invoice
details, set targets, give incentives, communicate interruptions and
educate consumers on how to use water and electricity more
effectively; and

e Using interactive websites to explain invoices and assist consumers to
manage their invoices.

Let us all work towards:
Standardising municipal invoices to

Serve the people of South Africa and

Conserve and manage our water and energy effectively.

12




MINIMUM STANDARDS FOR
MUNICIPAL INVOICES




1. Minimum standards

This chapter summarises the minimum key standards that a South African municipal

invoice should meet.

In brief, a municipality will meet these standards if its invoice:

O

Complies with regulation (Municipal Systems Act 32 of 2000. National Credit
Act 34 of 2005, VAT Act 89 of 1991, Consumer Protection Act 68 of 2008,
Municipal Property Rates Act, 6 of 2004);

Is clear and understandable to the ordinary consumer (Consumer Protection
Act 68 of 2008);

Has integrity — all readings and charges are correct, accurate and
transparent; and

Includes information that helps consumers to manage their water and
energy use effectively.

The details of each of these standards are discussed in the sections that follow.

2. Standards as required by regulation

a) South African regulation

Regulations that relate to the information that should appear in invoices can be

summarised as follows:

An invoice must be issued monthly (National Credit Act 34 of 2005);

Invoices must be accurate (Municipal Systems Act 32 of 2000);

The opening balance must be shown in each successive invoice (National
Credit Act 34 of 2005);

No charge can be levied for issuing the invoice (National Credit Act 34 of
2005);

The invoice must include the current balance of the consumer’s invoice
(National Credit Act 34 of 2005);

14



e Any amounts credited or debited during a period must be specified on the
invoice (National Credit Act 34 of 2005);

e Any amounts currently overdue and when each such amount became due
must be shown on the invoice (National Credit Act 34 of 2005);

e Name, address and (VAT) registration number of the supplier; (VAT Act 89 of
1991, Consumer Protection Act 68 of 2008);

e Name and address of the recipient; (as from 1 March 2005, also the VAT
registration number of the recipient if registered for VAT) (VAT Act 89 of
1991, Consumer Protection Act 68 of 2008);

e Description of the goods or services supplied, (VAT Act 89 of 1991,
Consumer Protection Act 68 of 2008), the unit price of any particular goods
or services supplied or to be supplied (Consumer Protection Act 68 of 2008)
and the quantity or volume of the goods or services supplied; (VAT Act 89 of
1991, Consumer Protection Act 68 of 2008);

e The tariff structure (Municipal Systems Act of 2000, VAT Act 89 of 1991,
Municipal Property Rates Act, 6 of 2004);

e The date on or before which the amount is payable (VAT Act 89 of 1991,
Municipal Property Rates Act, 6 of 2004); and

e The amount due and the amount of any applicable taxes, either on an
inclusive or exclusive basis (VAT Act 89 of 1991, Municipal Property Rates
Act, 6 of 2004, Consumer Protection Act 68 of 2008).

e The words ‘tax invoice’ must appear in a prominent place on the invoice,
and the invoice must have an individual serialised number.

e Tax invoices sent electronically must be transmitted in encrypted form,
using at least 128-bit encryption (VAT Act 89 of 1991).

Regulations that relate to the format of invoices focus on accessibility:
e Information to consumers must be in clear and plain language (clear and
accessible in the Strategic Framework for Water Services) that the ordinary

consumer who does not have specialist knowledge can understand without
due effort (Consumer Protection Act 68 of 2008).
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e Communication must be, wherever practical, in the home language of the
consumer (Strategic Framework for Water Services 2003).

It should be noted that, according to Clause 22 of the Consumer Protection Act, a
consumer document is in plain language if, and only if, it is clear and understandable
for the target audience.

b) A customer landscape that is not plain

South Africa differs in a number of ways from the countries where plain English
norms were developed. South African customers are multilingual, multicultural and
cover a broad socioeconomic spectrum.

Local research has already indicated that the rules of plain English do not necessarily
apply:

e  This study has found that words that are commonly used on English
invoices, such as “arrears”, “balance brought forward”, “remittance advice”
and “rebate”, might not be well known amongst the average consumer
whose home language is not English;

e A communication style that is considered to be brief and to the point in one
culture, could be received as rude, condescending or inappropriate in
another (Finlayson and Slabbert, 2002; Pienaar, 2002);

e Higher socioeconomic groups want detailed information — it cultivates trust.
Lower socioeconomic groups find detailed information overwhelming — it
inhibits trust. (Telkom research as quoted in this study).

Therefore, we recommend a customer-centred approach to achieve compliance with
the Consumer Protection Act (68 of 2008).

Municipalities should involve their customers in the development of their
invoices and test their invoices with their customers to make sure that
they are indeed clear.

16



3. Standards based on the principles of plain language

The principles of plain language are set out in A Plain English Handbook (1998), a
publication of the Office of Investor Education and Assistance, U.S. Securities and
Exchange Commission. Principles that can be translated into minimum standards for
municipal invoices are:

e Consistent use of terminology;

e Consistent spelling;

e NO abbreviations or acronymes;

e Symbols, if used, should be explained;

e The unit of numbers (Rand, kilolitre) should be indicated;

e Sans Serif font for headings; Serif font for text;

e Avoid capital letters in text;

e Font size not smaller than 10 pt and in high resolution type for easier
reading;

e The document should guide attention (e.g. bold, or larger font) to the
important aspects of the invoice;

e Functional use of white space, uncluttered format;

e  Column headings and row information should match;

e  Column headings must be clearly emphasised;

e Xand Y axis on graphs should be clearly defined and marked; and

e  Graphs should have headings.

4. Standards based on best practice and consumer research

At the core of the development of consumer-friendly municipal invoices lies the
comprehension or the level of understanding of the particular consumer to whom
the invoice is addressed. In this respect, consumer needs vary considerably, creating
a challenge for the designer of the invoice. In the final instance, the municipal invoice
must be understandable to both the most and least literate of consumers. For those
who do not understand the language of the invoice, or whose sight is impaired, other
measures should be available to assist.

17



The standards listed below should be read against this background.

A survey of international best practice and consumer research (Australia Natural
Resource Management Ministerial Council 2006, EDF Energy UK 2009, EELCO 2008,
Electrogaz 2008, Garland Utilities 2008, and India Ministry of Urban Development
2007) concludes that the following features mark a user-friendly invoice:

e Flexible billing with a summary for customers from the lower LSM groups
and detail for higher LSM groups (Telkom research [Munnik 2009]);

e (Clear and concise invoice information;

e All unnecessary information that could confuse the consumer should be
removed;

e The breakdown of the services should be clearly separated,;

e Usage charges must be clear and easy to follow — including Free Basic
Services;

e Explanatory statements should be in plain language;

e All contact information must be both clear and easy to find on the
document;

e |Invoices should take individual needs into consideration, such as different
languages and special messages for specific customers; and

e More than one payment option.

5. Standards for an invoice that decreases consumers’ water and
energy footprint

Research of international best practice indicates four measures that can be
successfully employed on invoices to positively influence consumer behaviour to
decrease their water and energy footprint:

e Information (in the form of a chart, for example) that allows consumers to
compare their household use with previous months, or with the average use
of their area;

e  Monthly or daily targets for consumers and rewards if targets are met;

e Incentives, such as tax incentives, and

e Consumer education, for example how to use resources effectively or
critical water messages, such as dam levels.

18



MODEL INVOICES




1.

Model invoice — with debit

paga 1 I
MARS MUNICIPALITY
123 Ormens Stroned, Mcprd B5T6 Tax involoe number: 12.

FOBG ST I poness

AT P DAy 00 T8 L] .

T o 1 2S45ETESON Address 191 Aederson Streel
Ehieridge 976

StandMunberPotion  M13365

| hars A8 Cretty ! Tovome Gase
11 Blue Avenug
| Blueridge ! PropatySize  1000m7
| 9876 | Mumber of twelings 1
! .l Dot of vahustion. 04072007
| ! Muriicpal vaistion  R800,000
Last morth's imvoice R 56500
Fayment received 16/01/2008 R 50000 Thank youl
Interest on outstanding amount R 650 /
Balance R7150 Qulstandng
This month's charges R 127498 See back for detall, VAT and tariff
structure
Total due R1346.48 Payable by 1 March 2009 4—
Compare your water usage Compare your electricity usage
e o hight . werder hight
Wvege uDage r e moice peeod 52 e per ey wverage uzege torthe nvce peviod. 1.3 per gy
o 1me

e -

g..,..

TTTL IR Y TN

Jlith fep30d OmiOE FeviOM Desibl enids P g
iR A na whuruags Slhmea ae

FEER0E tery p par maren

Save our precious water. Do not wash dishes under a running tap.
Electricity is expensive. Please switch off when not in use.

Important!
‘four services will be cut off or restricted if your payment is late.
: Interest will be charged on outstanding ameunts. :
Contact Custemar Cara for any queriss or if you need to arrange a paymant plan.
£an be made at any municipal Service Centre, Post office, Easy Pay, bank (Account no. 9876543,
branch cade 5432). Cheques should be made out to 'Municipality’ Lise the invnice nurber as reference.

Customer Care 0800 123 4567

Summary on
page 1, details on
page 2.

Acknowledge
payment amount
and date of
payment - with
thanks!

Important
information
emphasised

Comparative
graphs and
descriptions.

Easy to pay, easy
to contact

customer care.
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Invoice Details Subtotals Totals

Proparty rates R 328.87
’.\ Ferod 010172009 to 310172009 (31 days)

ERF 959 Residental peogerty

Propertyrates  RI00000 x RD.04N2 530

VAT RO0.00

El R 582.80

Peniod 010112009 10 310112009 (31 days) Meter rumber 0001123

Achsal readng 234 {taken on 01012009)

g

Usage 1D00WH
Usage Charge 1000 KWh at RDL&T / ki R4TD00
Fixadd Chaege R 5000
VAT RZ5 11
e Water R204.49
ﬁ [Period 010172009 to 310172009 (31 days) Mater rumber 0001123
readng 12450 jakes T
O Estimsated roadng 123475 (Laken on 31012009}
Lsage 25 000 litres
Lbsaagps Charge litress free| fitres ai R3.33 / 1000 Fres|
e ot qunwams:nl&nm; R1AR
Fioed Chargs
VAT

Pericd 010172009 to 31012003 (31 days)
Lsage 12000 litres

Usage Charge (38655 Wres frew) + (3857 Wres of RE.01 1 1000 Wres) +
Whres il RELS2 /1000 bres) » {112 Wres at 9,32 7 1000 Wres)

Fiooed Chargs Basad on stand size
VAT

- Refuse
Poriod 01011200 10 31012008 {31 days)
m Foued charge
AT

‘ This month's charges

AGE ANALYSIS

Total amount outstanding Thes monih's charges 30 Days + 50 Days +
R 134688 R12T498 RE3.48 RO.00

N/ sz
by mail
’ rs AB Chedty Invalce Number | 012345812
11 Blue Avenue

Total Dus | R 1345.88

Buenige
EVERYWHERE Ea":swm Dats Dus | 10312009
MUNICIPALITY  soncorannnnanne Total Amount Enclozed

Eazy Pay, Pozt Office, ABSA City of Nowhaers, Account numbar: 123455789, Branch code: 612778, Refersnce: 0123456/12

Separated
breakdown of
services.

Actual and
estimated
readings
indicated.

No abbreviations
or acronyms

Clear tariff
structure,
including Free
Basic Water.
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2. Model invoice — with credit Toiiaea

number and
invoice number
combined.
LY ’ EVERYWHERE II.I.I
MUNICIPALITY
B i Tax invoice number 12345/12
W everywhers oo za
VAT no. 12345578900 Date: 03/02/2009
i Large font,
Mrs AB Chatty Mortheliff, 2195 uncluttered
11 Blue Avenua Stand Mumber/Porbon M12.385 format
Blueridge
Everywhers Propeity Swe  300n7
9ETE Nurnbesr of dwelings 1
Dk of vahuabon  1ANRA07
Municipal vahuation R,
-
Previous Invoice R568.48 / Avoid negative
Paymenl received 15/01/2009 RE00.00  Thank youl T, A
Rand amounts
Interes! on oulslanding amount R OO0 clearly indicated.
Balance R3152 Credi
This month's charges R 127498 Seo back for detail and tariff
structure
Total due R 1243.46 Payable by 01/03/2009
Compare your water usage Cnmpare your electricity usage Graphs have
our Yor penoa: mudditm e 333mwmpercay hight headings.
Dhuenage e Esage for the invoice period: 1. Wh per day’
» e
i p
e rm Il o
| B pm
g | 5 HE
B, [ “l ‘e
n-nm-.- frap 2008 nﬂm-mm n-::n-xm_wu % 3t M :'q:m-us:n--mm et Wt T
e - e Critical water
information.
The Vaal Dam is only 30% full. Please use water sparingly. : :
Electricity is expensive. Please switch off when not in use.
Important!
Your services will be cut off or Mﬁmm is late.
Intere<t will be charged on
Contact Customer Care for any queries ulmnﬂdwmlmm
Pay can be made at any municipal Service Centre, Post office, Easy Pay, bank (Account no. S876543,
mmsam mmu made out to ‘Everywhere'. Use the invoice number as reference.
Customer Care 0800 123 4567 I Toll-free number
for customers

22



Symbols are
explained.

Invoice Details Subtotals

Property rates
Peniod 010172008 10 310172008 (31 days)
ERF 95 99

»

Electricity R 592.80

0 Penod 01012009 1o 31012009 (31 days) Mater number 0001123

- Pravious readng 234 (laken on 01012006}

= @ 1234 {tuken on
Usaga 000K
Usaga Charge 1000 kWh at RIAT 7 KWh R4T000
Fived Charge ! Water use in
v litres.

on Water

Period 010172008 to 310172008 (31 days} Mater numbar 0001123

Pravious readng 122450 {taken on 010172000
Curent readeng 123475 (taken on 3

&,

Lisaga 25 D00 litres.
Usapa Charge (6000 litres: froe) » (6000 ktress st 3 33 1 1000 litres) + (6000 R12030
irees ot RT 10/ i L1052
Fuad Chargs R 50,00
AT RIS
Sewerage R103.14
Penod 01012009 to 3170172009 (31 days)
Usage 13 000 Wres
Lisaga Change (3660 itres free) = (3B67 Mres al R4.01 1 1000 lares) » (5155 R E04T
tres at R 52 / 1000 ftrex) + (112 Bres ot .32 | 1000 i) .
Fiaad Charga Rased an stand s7e R0 o VAT clearly
v Rizer indicated.
- Refuse R 47.88
Period D1/D12008 1o 310172000 (31 days)
w Fined chaspe RA200
VAT R588
‘T!!Is month's charges [ R1 2?4.93'
AGE ANALYSIS
Tatal amount outstanding Thés month's charges 30 Days + 60 Days + 60 Days + Instaimant plan
R1243.46 R127458 R3152Credit  R0.00 R0.00

\\I' S L

Mrs AB Chatty Invalce Number | 0123456/12

mm Total Due | R 1243.48
EVERYWHERE  Evenvhere Date Due | 110312009
MUNICIPALITY  ooneosconsoocs Total Amount Enclosed

Easy Pay, Post Office, ABSA City of Nowhere, Account number: 123456789, Branch code: 632778, Reference: 012345612
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EMI-ATOOLTO
EVALUATE MUNICIPAL

INVOICES




1. Introduction

Based on the minimum standards described in the previous chapter, a Tool to
evaluate municipal invoices, EMI, was developed. A municipality can apply the Tool
to its own invoice to evaluate whether the invoice complies with legislation or
whether it meets the requirements of clear and understandable language.

The Tool is based on local and international regulation, local and international best
practice and the Plain English Handbook (1998). The Tool translates qualitative
criteria into measurable categories to calculate an index score out of a possible 10,
which can be used to assess and compare municipal invoices.

The Tool distinguishes five assessment categories:

1. Plain language: Clarity and accessibility in language;
Plain language: Clarity and accessibility in layout and design;

3. Information relating to the invoice as a unique obligation to pay for
goods and services delivered as regulated by South African law;

4. Information that addresses the integrity of the invoice as required by
South African and international regulation; and

5. Information that addresses water conservation and effective water
services as required by international examples of regulation.

In combination, the five criteria categories reflect the ‘ideal’ municipal invoice. This
‘ideal’ is an invoice that:

e  Consumers find easy to understand and user-friendly;

e Adheres to policy and legislation;

e Provides enough information to ensure client satisfaction and invoice
validity; and

e Creates a platform from which water conservation and water management

issues can be addressed in a manner that will impact on consumer
behaviour.
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2. Clear and accessible communication

a) Plain language: Clarity and accessibility in language

The criteria listed in this section refer to aspects of the language of municipal

invoices that impact on whether the invoice is clear, understandable and accessible

in terms of language.

A ‘yes’ scores 1, a ‘no’ scores zero. Mark NA if the criterion is not applicable. This

section carries a double weight.

Yes

No

Comments

Consistent
terminology

Balance/ Score 1 for the use of one term
Amount/ consistently. Score 0 for two or more
Sub-total terms.
Handbook of Plain Language, 1998
Federal Communication Commission,
USA - ‘non-misleading language’,
avoid ‘consumer confusion’.
(Invoice/ Score 1 for max two terms and in the
Statement/ correct meaning; score 0 for more
Invoice/ than two terms. Handbook of Plain
statement Language, 1998. Federal
of invoice Communication Commission, USA —

‘non-misleading language’, avoid
‘consumer confusion’.

26




Understandable
terminology

Fixed If yes, score 1. ‘Levy/basic’ scores 0.

charge
The term ‘levy’ is not widely
understood in this meaning and the
term ‘basic’ can be confused with Free
Basic Services.

Payment If yes, score 1.” Remittance advice’

slip/tear scores 0.

off

(‘Remittance advice’ is not a
commonly used term and therefore
not easily understandable.)

No repetitive or irrelevant

information

If yes, score 1.

No abbreviations or acronyms

Handbook of Plain Language, 1998.

Symbols are explained (if

used)

Handbook of Plain Language, 1998.

Unit of consumption (such as

litres for water)

Figures mean nothing without a unit,
for example 2345 could be a meter
reading, R23.34, 2345 litres or
2345kWh.

National Guidelines for residential
customers’ water invoices, Natural
Resource Management Ministerial
Council, Australia.
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Unit of cost (Rand)

Figures mean nothing without a unit.

National Guidelines for residential
customers’ water invoices, Natural
Resource Management Ministerial
Council, Australia.

Available in home language of
consumer (interpreted as ‘not
only in English’)

Strategic Framework for Water
Services

TOTAL

OUT OF 9 MINUS NOT APPLICABLES

INDEX

TOTAL/9 MINUS NOT APPLICABLES

|b) Plain language: Clarity and accessibility in layout and

| design

The font type, font size and layout of invoices contribute to their clarity and legibility.

A ‘yes’ scores 1 point; a ‘no’ scores zero. This section carries a double weight.

Yes

No

Comments

Consistent font use (not more than two
fonts)

Plain English Handbook
used by US government
(1998) advises a Serif font
for the text and a Sans Serif
font for heading:

Heading

Text

28




Printing is clear and in a legible colour

For example, blurred
printing or printing in a
light colour that is illegible

Upper case in text are avoided (allowed
in headings)

Plain English Handbook
used by US government
(1998).

Capital letters are less
legible than lower case.
Headings were not
considered in this
evaluation as all invoices
would have scored 0.

Font size not smaller than 10pt

Ideally the font size,
especially for 50+ and semi-
literate consumers, should
not be smaller than 12pt

Plain English Handbook
used by US government
(1998).

Total amounts clearly emphasised
(larger font, background highlighted,
bold)

Plain English Handbook
used by US government
(1998).

Line spacing 1.15 or more

Plain English Handbook
used by US government
(1998).

Layout uncluttered (Functional use of
white space)

Plain English Handbook
used by US government
(1998).
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Tables (column headings emphasised)

Plain English Handbook
used by US government
(1998).

Tables (row information matches
column heading)

Plain English Handbook
used by US government
(1998).

Graphs (X and Y axis clearly defined and
marked)

Plain English Handbook
used by US government
(1998).

Graphs have headings

Plain English Handbook
used by US government
(1998).

TOTAL MAXIMUM SCORE IS 12
MINUS NOT APPLICABLES
INDEX TOTAL/12 MINUS NOT

APPLICABLES
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3. Information

|a) Information relating to the invoice as an individual
obligation to pay for goods and services delivered (as
regulated by South African law)

According to the literature survey, South African legislation determines that the
information in the table below must be on a municipal invoice.

A ‘yes’ scores 1, a ‘no’ scores zero.

Yes | No Comments

Tariff structure (the basis for calculating Section 95 of the Municipal
the amounts due, including Free Basic Systems Act, 32 of 2000.
Services where relevant)

Opening balance National Credit Act, 34 of
2005.

Current balance (the current month’s National Credit Act, 34 of

charges) 2005.

Amounts credited or debited during National Credit Act, 34 of

period (e.g. payment received, or 2005.

interest on arrears)

Amounts currently overdue and when National Credit Act, 34 of
due ( age analysis) 2005.
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Credit control measures (such as late
payment charge/interest on late
payments/cut off date)

Strategic Framework for
Water Services (2003) —
“Consumers must be
informed with respect to
credit control, debt
collection and
disconnection policies,
credit control procedures
and consumer
responsibilities”.

The words ‘Tax Invoice’

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Name and address information of
service provider

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Name and address of invoice holder

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Individual serialised number

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Date of invoice

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Description of goods or services
supplied (e.g. water, electricity,
sanitation — ‘municipal services’ were
not regarded as a description of
services)

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.
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Quantity or volume of goods/services
supplied ( litres, or KWh consumed)

Sections 20(4) and 20(5) of
the Value-added Tax Act
0f1991.

Strategic Framework for
Water Services (2003) —
“Consumers must be
informed with respect to
water consumption”.

Rand value of services (that is the
amount for water, electricity, etc
services)

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

VAT amount

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

Total amount including VAT for the
supply

Sections 20(4) and 20(5) of
the Value-added Tax Act of
1991.

TOTAL MAXIMUM SCORE IS 17
MINUS NOT APPLICABLES
INDEX TOTAL/17 MINUS NOT

APPLICABLES
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b) Information that enhances the integrity of the invoice as

required by South African and international regulation

A ‘yes’ scores 1, a ‘no’ scores zero.

Yes

No

Comments

Tariff structure

See 3.1: This criterion is
repeated here as it has a
critical impact on invoice
integrity.

Period of consumption covered in the
bill

State of Arkansas — Public
service Commission

Current and previous meter reading

Section 95(b) of the
Municipal Systems Act 32
of 2005 states: “where the
consumption of services has
to be measured, take
reasonable steps to ensure
that the consumption by
individual users of services
is measured through
accurate and verifiable
metering systems.”

For a meter reading to be
verifiable by the consumer,
the actual reading must
therefore be included on
the invoice.

Distinction between estimated and
Actual meter readings

State of Arkansas — Public
Service Commission

The regulation furthermore
stipulates that “no
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company can estimate your
bill for more than two
consecutive months”

Also: National Treasury
Guideline

TOTAL MAXIMUM SCORE IS 3
MINUS NOT APPLICABLES

INDEX TOTAL/3 MINUS NOT
APPLICABLES

c) Information aimed at educating consumers and changing
behaviour as required by international examples of
regulation

In addition to the information listed above, international examples of the regulation
of water invoices/utility bills require information on comparative consumption, water
conservation, and customer care.

A ‘yes’ scores 1, a ‘no’ scores zero.

Yes | No Comments

Consumer history of consumption National Guidelines for
residential customers’
water invoices, Natural
Resource Management
Ministerial Council,
Australia
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Compare consumer consumption with
municipal average

National Guidelines for
residential customers’
water invoices, Natural
Resource Management
Ministerial Council,
Australia

Water conservation information

National Guidelines for
residential customers’
water invoices, Natural
Resource Management
Ministerial Council,
Australia

Contact information of customer care
(general number of municipality/utility
regarded as insufficient)

Federal Communication
Commission, USA.

The Municipal systems Act,
32 of 2000, section 95(b)
states that a municipality
should establish
mechanisms for users of
services to give feedback to
the municipality or other
service provider regarding
the quality of the services
and the performance of the
service provider.

A statement that the customer may
contact the service provider about any
billing or service problem, or for a
delayed payment agreement

State of Arkansas — Public
Service Commission
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TOTAL MAXIMUM SCORE IS 5
MINUS NOT APPLICABLES

INDEX TOTAL/5 MINUS NOT
APPLICABLES

COMPOSITE WEIGHTED INDEX OUT OF 7= INDEX1*2 + INDEX2*2 + INDEX 3 = INDEX 4
+ INDEX5

COMPOSITE WEIGHTED INDEX OUT OF 10= (INDEX1*2 + INDEX2*2 + INDEX 3 = INDEX
4 + INDEX5)*10/7

An example of a spreadsheet that gives an evaluation of a municipality’s invoice
appears before the examples of invoices.

A copy of the spreadsheet that you can use to score your municipality’s invoice, can be
downloaded from the WRC website at www.wrc.org.za

For more information on how to use the EMI tool please contact the researcher:

Dr Sarah Slabbert
Tel: +27 (0) 11 4765 915 Fax: +27 (0) 86 6498 600
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SPREADSHEET




Municipal account analysis

1 Clear and ible | Yes No [<
11 Consistent terminelogy/Information 0 statement/amount/invoice
1.2 Understandable terminology/information 1
13 No language errors or spelling inconsistencies 1
1.4 No abbreviations or acranyms 0 no./ref/NB
1.5 Symbols explained 0 no explanation - only symbol
1.6 Unit of consumption feg litres for water) 1
1.7 Unit of cost (Rand) 1] only used in tariff structure
.8 Available not only in English 1 English/Afrikaans
TOTAL 4 8 OUT OF A POSSIBLE 9 MINUS NON APPLICABLES
INDEX SCORE 1.000 DOUBLE WEIGHT
2 Clearand ible layout & design Yes No c
2.1 Consistent font use (not more than two fonts) 1 bonus point for serif for text and Sans Serif font for headings
2.2 Printing is clear and in a legible colour o
2.3 Avoid capital letters in text 1
2.4 Font size not smaller than 10pt 0 7-8pt.
2.5 Total amounts clearly emphasised feg larger font, bold) 1
Line spacing 1.15 or more L] info in tables are well spaced, but info such as disconnection, tariff etc
2.6 not well spaced
2.7 Layout uncluttered (distinctive white space between paragraphs ) 0
2.8 Layout uncluttered (functional use of white space ) o
%9 Tables frow matches column heading) 1
210 [Tables (column heodings ) 1 by colour, but cannot read dlearly
FxT Graphs (X and ¥ axis clearly defined and marked) N/A
n.12 Graphs have headings N/A
TOTAL 5 10 |OUT OF A POSSIBLE 12 MINUS NON APPLICABLES
INDEX SCORE 1.000 DOUBLE WEIGHT
3 Account as obligation to pay Yes No C
Tariff structure ( ie the bosis for caiculating the amounts due, including 1 too small
3.1 Free Basic Services where relevant)
3.2 Opening balance o
3.3 Current balance 1
r Amounts credited or debited during period {eg payment 0 No column heading
3.4 received, or interest on arrears)
35 |Amounts currently overdue and when due 1 Very unclear
M Credit control measures (eg late payment charge/interest on late 1
3.6 \payments/cut off date)
57 The words “Tax Invoice’ 1
5.8 Name and address information of service provider 1
39 Name and address of account holder 1
310 Individual serialised number 0
.11 Date of invoice 1
Description of goods or services supplied (eg water, electricity, 1 Symbais only
3.12 municipal services too general )
Quantity or volume of goods/services supplied (g itres, or 1
3.13 KWwh )
314 Value of services (Rang amount for water, etc) 1
315 VAT amount o
3.16 Total amount including VAT for the supply 1
TOTAL 12 16  |OUT OF A POSSIBLE 16 MINUS NON APPLICABLES
INDEX SCORE 0.750
a ation related to the integrity of the invoice/bill Yes No C
I Tariff structure ( ie the basis for calculating the amounts due, 1
4.1 including Free Basic Services where relevant)
.2 Period of consumption covered in the bill 1
a3 Current and previous meter reading 1 not clear and very small
1. Distinction between estimated and actual meter readings 0
TOTAL 3 1 OUT OF A POSSIBLE 4 MINUS NON APPLICABLES
INDEX SCORE 0.750
5 aimed at water ion and water{ Yes No G
51 Consumer's consumptian history o
'5.2 Compare consumer consumption with municipal average 0
5.3 Water conservation information o
Sa Contact information of custamer care (nor only general number) 0
M A statement that the customer may contact the service 0
provider about any billing or service problem, or fora
5.5 delayed payment agreement
TOTAL 0 5 OUT OF A POSSIBLE 5 MINUS NON APPLICABLES
INDEX SCORE 0.000
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EXAMPLES OF LOCAL
INVOICES




1. Amathole District Municipality

{W ] AMATHOLE DISTRICT MUNICIPALITY: TAX INVOICE

P/Bag X825, East London, 5200 » VAT NO: 4560101208
Tel : (043) 701 4000 * Fox: (043) 742 2606

: DATE | ___PESCRIPTION AMOUNT
100022209 20081020 | BALANCE BIFWD 2622
2008111127 20081126 | BASIC SANITATION 8384
o 20081126 | BASIC WATER FORT 36.48
WATER METER READINGS 20081103 | INTEREST ON ARREA 28,86
Pravious | Prasant |Consumption
2008110108 | 200811410
TARIFFS APPLICABLE
___Volume Wator Sanitation
| 0.8k
T L
1120k ARRANGEMENT DETAILS
21-50 ki Originol Amount i | Amount 0 Amaunt Payabin
| s0ak l 0,00 0.00 0.00 0.00
ARRANGED HANDED OVER 90 DAYS PLUS 80 DAYS 30DAYS | CURRENT AMOUNT DUE
2371.70 126.62 127.90 129.18 2755.40
Fqccowr No l 100022208 J DUE DATE l 2008/12/19 l AMQUNT DUE I 2755.40 l

PLEASE NOTE THAT ADM WILL RUN DECEMBER STATEMENTS ON 22 DECEMBER 2008,
. THEI;EFORE ALI]._ QUTSTANDING BALANCES MUST BE SETTLED BEFORE THIS DATE TO
AVOID INTEREST.

ADDITIONAL PAYMENT OPTIONS:

DIRECT DEPOSIT | ATM / INTERNET BANKINGJ Post Ofﬁlse G
MEEG BANK ! ABSA BANK We delivo, whatnvor It tnkna,
Branch Name East London
Branch Code 632005 .
Account Number | 40 6309 3498
.-.;“:cuu nt Type Current Account

0

100022208
_Account Name A Distriet icipalit;
ﬁ‘“"f-f i @ Permit Mall
@y AMATHOLE DISTRICT MUNICIPALITY g }ﬁg‘]g
[¥Z PiuAG XA25 EAET LONDON 5200 g ;
ol L LAY

_NOLVHD=B34 NO 531 CRY 004 - N340 01



2. City of Cape Town Metropolitan Municipality

- Civic Centre, TAX INVOICE NUMBER
o 12 Hertzog Bouleverd, 8001 210002653630

CUSTOMER VAT
REGISTRATION NUMBER

v PO Box 655, Cape Taven, 3000

VAT Registration numbar
2500193487

£ | D IO £ AT

——  THIS CITY WORKS FOR YOU
— FULMEIATIN Page 1of 2

ACCOUNT
NumBer| 132546346
BUSINESS P&RTNEI‘I 1000705778

ACCOUNT SUMMARY as at 01/04/2010 DUE DATE 26/04/2010
R C R Contact Details
Previous Account Balance 145.37
Telephone Enquiries
086 010 3089
Leess Payments (08/03/2010) 145.37 -
Fax Number
m[ 0.00 ]“[ J 086 010 3090
Latest account (See Reverse For Detalls) 129.62

E-mail Address
accounts@capetown.gov.za

|’ -1 Payable By
CURRENT AMOUNT DUE (8) 120,62 | "Nk |26/0472010 Qf::::,’ correspondence 1o:
TOTAL (A) + (B) | 120.62 P O Box 655

TOTAL LIABILITY Cape Town 8000
Tatal (A} + (B) Above 129.62

For counter enquiries, please
call at your nearest local
municipal office.

GRAND TOTAL ( 129.62 J

Final draft Cape Towm Zoning Scheme available for viewing and commant from 19 Mar - 30 Apr * N:I -l nuru district
planning/subcouncil office or library, Mora info and copy available at www.copatow

IMPORTANT NOTES
Cheques must ba made payable to the City of Cape Town Post-dated cheques will not be sccepted,
Interast will be charged on all amounts outstanding after tha due date.
Fallure to pay could result in your water and/or clectricity supply i of the
supply after paymant cannot be guarantesd. A disconnection fes \Mllbuhmqar! and tha amount of your deposit may be incrassed,
Even if you are engaged in o dispute with the Council concerning this account, you may not withhold payment.
Do not send cash by post or deposit it In boxes marked *For cheque payments®. Councll will not accept responsibllity for any loss
you may incur,
A convenlont debit order facillty is available. For furthes detalls plesse phona 085 010 3089.
Rank charges on payment smounts in excess of R4 000,00 made by credit/debit card will be debited to your scount.
‘When making a direct dapasit st ABSA Bank, please state yous account ne. 132546346,
Register st your bank for internet payments, Leg onto your bank's website end select *City of Cape Town Municipality” and insert
your nine digit municipal account numbed in the benelicary refarence field, Kindly ensure that there are no spaces betwesn the
numbers.

W

mEpNEm e

..... . e o Sl
PAYMENT SLIP PLEASE RETI.IRN THIS SI.IP WITH YO UR PA\"MENT

Account Number 132546346
Amount tendered
0 0.00

.~ Amount Due 26/04/2010 129.62

Total due if not paid in cash

Amount due if paid in cash

sannn 01555 1325463466

== ===

0.02

Reunded down amount carried Torward to next inveice
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Account Details as at 01/0472090 A/C Mo 1325456346  Page2of2
> 1551325463466
PROPERTY RATES ( Perlod 02/03/2010 to 01/04/2010 ) 31 Days R c
ATSTAND  DURBANVILLE, SLOT DURBANVILLE / ERF 6652
# Total Value
From 02/03/2010 : R 571000.00 & 00053500 + 365 x 31 25945
# Statutory Rebate CR.
From 02/03/2010 : R 15000.00 @ 0.0053500 + 365 x 31 6.62-
¥ Additional Rebate (R
From 02/03/2010 : R 73000.00 @ 0.0053500 + 365 x 31 3397~
# Pensionors Rebate @ 90.00 % 197.51-
21.95
) ELECTRICITY { Perlod 11/62/2010 to G9/03/2010 - 27 Days 1 (Actusl Reading)
AT STAND JDUT JANVILLE, SLOT DURBANVILLE / ERF 6652
Meter No: 235406 / (emmptlnn 101.000 kwh 1 Daily Average 3.741 kWh
* Domestic Lifeline
(1)44.3840 kWh Free (2) 56.6160 kWh @ R 0.5390 30.52
30.52
D waTER 72010 1o 2470372010 - 28 Days TReading]
ATSTAND . DURBANVI SLOT DURBANVILLE / ERF 6652
Maeter No: BIFGSEZWAICWWM 5,000 ki T Daily Average 0.179 k|
* Consumption charge (Dom)
1) 5.0000 ki Free .00
0.00
() RerUSE (Fariod 0270372010 10 01/04/2010 1 31 Days
AT, . - DURBANVILLE, e -« T DURBANVILLE | ERF 6652
* Disposal Chargo { 1X 240/BIN X 1 Removals } 6393
- 5393
(D) SEWERAGE { Period 250277010 - 1 74/03/2010 - 28 Days ) [Actual Reading}
ATSTAND - DURBANVILLE, < 4OT DURBANVILLE / ERF B652
*  Disposal Charge
1) 35000 W Free 0.00
0.00
Add 14% VAT on Amounts marked with * above 1322

0% VAT on Amounts marked with # abova

LATEST ACCOUNT TOTAL DUE R 129.62
METER DETALS (PROPERTY VALUES OLD AEADINGS MW READINGS UNITS USED
ELECTRICITY 254081001 ST5A1, 101.000kWh
" 1854 5000k
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3.

eMalahleni Local Municipality

= IF UNDELIVERED RETURN TO - R.0. BAX 3, sMALAHLEN) CENTRALY 092 :
Permit Mail

5 EMALAHLEN] e §

Local Municipal Council
T o - I_le‘ILFNI
wwW1 nmmm | asiea

WIRIAV KIS

o iO730m12.30 it
Cansumier WAT Reg. Mo. :
29 NN
3o 2 ) gMALAHLENI Locsl Municipaity JAXNVOICE

AREA| GANALA | kwhcuos| OGIES | maLAMLENT
:‘}B-t!-EEEC [m!am.um 1813) 643 10\?1] (013} Wh

A [
T A L S il e
3000 | ) 645-4TRA | (013} 8308207 {013) sq:r-mT'nn mw
L - . L I
ST T L GNERAL INFORMATION I
ETAND NUMDRR ACCOUNT FOR THE MONTH 1 DEPGET | BALANEE
A UDOG0G001420000000000000 Amwary 2008 [ | OMARRANGEMENTS
o STREET MAME & NO. e AHER " um
75GERDA
R | CESCAIFTION | LEVY TErtAL
| mps | eresus [ . 4
20081212 BALANCE BFWD | 718
| | B00ST1CR 000918 HECE) 831777 f 5713
P H.I.'IE-R IOEMTIAL 2454 41888
| i 200WDNNT | TIC A7 4000 A7
20080147 | Ko SEWEPASE NES | 20,5000 P
m'h’l? MIC !EWEH o ol
| | 2noam: - L87
| :
% | |
34 |
[} |
il
—+
bl | .
il | | |
] . '
i t | |
]
¥ - i '

TRANEACTION INCLUDED TO

| el

| MESEAGE ; mw’
mw.ﬂmm

EASE ML, L .ﬂm 04T DATED TP DR Ao TABLE
REMITTANCE ROVCE o O e e TS e
IH: e £ IO0000E T FAN COPY TD 133-508.

Suh ey
=..‘3?»’2"'=E&§ru e ST e 0 T EECLIAT 4 fm fepuparer
oree
F4TIIE

&l amguini
doas not justify

Ay € ORATED By T b
SHOUALD e AT
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4. City of Johannesburg Metropolitan Municipality

Johurg

TAX INVOICE
O O

® (011) 375-5555
(011) 358-3408/9

0 joburgconneci@joburg.org.za

VAT NO.: CITY OF JOHANNESBURG: 4760117184
VAT NO.: JOHANNESBURG WATER: 4270191077

@ Po Box 5000

Johannesburg, 2000 -

VAT NO: PIKITUP: 4790191202
VAT NO.: CITY POWER: 4710191182

[ Date

2009/01/28

—

Stat

it for JANUARY 2009

Physical Address

181 ANDERSON AVENUE

Stand No./Portion

00000503-00000

Township NORTHCLIFF EXT.2
5l Vauaton
4311 1 2007/07/01 Market Value R
Invoice Nurmber: 4008517 12200901 Next Rﬂﬂiﬂg Date: '
Client VAT Number: Dey : R166.85
[Account Number: 400854712 s 3|

Previous Account Balance
Less Payments (Thank You)
Less Payments (Thank You)
Subtotal

Current Charges (see reverse for details)

TOTAL DUE

DAYS 30 DAYS CURRENT
0.00 0.00 0.00

INSTALMENT PLAN

90 DAYS +
0.00

-2022.09

TOTAL AMOUNT OUTSTANDING
DUE DATE

=<

5638.42
-6000.00
-6000.00
-6361.58

3439.49

R -2922.00

Y
p———————

Pay your traffic fines before 31 January 2009 and save 50%. Only applicable to fines for offences committed before 3

October 2008 and up to a period of two years prior.

| R T ———

-
‘//i) —| Remittance Advice:

| Johurg |

| Joours | p.;::;z:w,":smr;:m;:v‘a":mmt

)

>>>>>> 0 1115 4008 5471 29 ' G\jABSA

City of Johannesburg Bank Acc, No: 405 439 8463

R -2922.00

2009/02/23

= Branch Code: 6320056
UH96/300054742 Deposit reference: 400854712
AR M



v H i1

(___Account Number: 400854712

5

Water & Sanitation VAT No.; 4270191077

Subtotal

Total Amoua

Water

(Reading period = 2008/12/12 o 2009/01/15 34 Days) Actual reading oblained

Meter readings and consumplion: Meler no 33093194 Start reading 7498

and end reading  7528= 30 KL consumed

Daily average consumption 0,88 KI

Consumplion charge for KI based on a sliding scale for a 34 day consumption period
Stepl  6702KI@RO00SIep2  4468KI@R4405tep3  5585KI@R628
Slep4  5585KI@R793Slep5  7.658KI@RO.52

Val 14%

171.93

24.07

196.00

Electricity VAT No.: 4710191182

»

METER 00328160 PREV 21718 ON 20081212 CURR 23006 ON 20090115 USAGE 1288
METER 00328704 PREV 90274 ON 20081212 CURR 91258 ON 20000115 USAGE 984
METER 00329065 PREV 64298 ON 20081212 CURR 64886 ON 20090115 USAGE 588
Eleciricity Levies

Senvice charge .

Demand side management levy

vat 14%

0.00

1138.85
14742
57.20
188.04

1531.21

e L o ]

Sundries VAT No.: 4760117194

ADMIN FEE (3RD PARTY) "

300.00

Sundries VAT No.: 4760117194

—

1202.00
210.28

1712.28

Current Charges

RECONNECT ELECTRICITY
Vat 14%

3439.49 )

Where can a payment be made?

Any CodJ Customer Service Centre; any Post Office; any Easy Pay outiet, ABSA Bank or any other Bank (branch, ATM or internet site).

YOUR ACCOUNT NUMBER IS YOUR REFERENCE NUMBER

How to make a payment

By debit order, cash or cheque. Cheques ta be made out to: “City of Johannesburg Metropolitan Municipality”.

KEEP ALL RECEIPTS FOR FUTURE REFERENCE
Postdated cheques are not accepted.

When to make a payment

Payments must reach the Cod on or before the due date

Change of add

This must be done timeously, in writing and submitted to any CoJ Customer Service Centre, or by e-mall: statements@joburg.org.za

Terminating electricity and water services

This must be done in writing 7 working days before the date you want your services terminated and submitted to any CoJ Customer Service

Centre.
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5. Msunduzi Local Municipality

The Msunduzi Municipality
COPY TAX INVOICE

VAT REGISTRATION NO. 4600107335

'ACCOUNT NO ACCOUNT DATE ELECTRIGITY/WATER ENQUIRIES, RATES ENGUIRIES
L 30/10/2008 B 033 3923/22/20/41/42 R 033 3522229/391
ETREET ADDRESS/ STAND VAT REGISTRATION NUMBER TAX INVEHCE NUMBER
DEPOSIT
CASH 0.00 GUARANTEE 0. 00
R VALUATION
LAND IMPROVEMENTS TOTAL VALUE
LOCATION . 13000 119000 132000
PROPERTY DESCRIPTION AREA m2 ASSESSMENT RATES
432 570mZ 2084.19
DATE DETAILS [ Tamier | CHARGE I VAT I AMOUNT
30/0% BALANCE BROUGHT FORWARD 2908 .35
EF ASSESSMENT RATES:
02/10 TINTEREST OM ARREARS 0 180000 5. Qoo 5
30/10 RAIES RESIDENTIAL - IMP 0.018229 180.69 0.00 190.69
30/10 RATES RESl RESIDENIIAL - IMP 0.004678~ 46,39~ 0.00 46,35~
30/10 RALES REB2 RESIDENIIAL - IMP 0.002183 21 §5- 0.00 21 &5-
30/10 PBALES RESIDENTIAL — LAND 0.097660 105. 80 0.00 105.80
30/10 RAIES REB1 RESIDENTIAL - LAND 0 042239- 45. 76~ 0.00 45 . 76—
30/10 BATES REB2 RESIDENIIAL - LAND 0 008313- .00~ 0 o0 9.00-
s
i/ REFUSE:
02/10 INTEREST ON RRREARS 0180000 0 54 o.00 Q.54
30710 REFUSE LIFELINE 26, 430000 26 43 3.70 30 13
30/10 DOMESTIC REBATE - INDIGENT 1 000000- 26,43~ 3.70- 30 13-
SEWERAGE :
02/10 INTEREST ON ARREARS 0. 180000 0.74 0.00 .74
30/10 SEWERAGE LIFELINE 40.860000 40.88 5 72 46,58
30/10 DOMESTIC REBATE - INDIGENT 1.000000- 40. 86~ 5.72- 46.58-
WATER CONSUMPTION:
30/10 WATER CONSUMPTION - LNDIGENT 97.38 782 97
ReadDt=21/10/2008 Dayg=32
Curr=3826 Prev=3741
4.421687 28 30
3.520000 22 53
§.930000 644 .76
30/10 W/COHSUMP. REBATE &KL 3 96~ 32 26-
6,40kl 4.421867~ 28.30-
78 .60k o 000000 0.60
B0 DAYS + 60 DAYS 30DAYS CURRENT VAT TOTAL TOTAL DUE
1170.44 997,34 740.57 940.8% 93.42 3845.24
FINAL DA’
30/11/2008
REMITTANCE ADVICE -~ NAME AND ADDRESS
. BRANCH NO : 257355 .
=
Lii ACCOUNT NO.: 50840058750 -
=
=
z
g : " ACCOUNTNUMBER | TOTAL DUE
E 0z08 | R3B48.24
3
=
=z
e
]
&
@
£

R RARREIN

j S

PIETERMARITZBURG
MSUNDUZI

47



6. Steve Tshwete Local Municipality

e o imwmm JUM . 2006
| e e MOE-C0LE2-000-00
I‘K MACT g BOLladly
| POV i AIVE e iy y 3

TP DENTODEROGT

| .
| ]
E I EIE TS AR | 'wvnnlom-lmr ' i s g ol |
I
[ |
| RS REASHIE BATE FREVDS B i REA DR cHRERT HERbrE i
P — SERE
|
_l‘u- 541 23708 24704 573 583 a8
BESRRYWING | DESCAPTIN HEPTING LYY MECIFAS : MACUNT
REFER. &TD-5102035282085 S10203SI02088
BALAECE. BROTGRT e <001
TELE 8,2380 bl .20 . 2.3
OFNERAIE 33,81 - 338
e 30,38 . Erig s
Bistcam - 1183
THDIGENT UPRORT e o AR
TAX IND SUPICRT BT moTm HOEERE -115,53 118, 83
SNOILE THIS ACODUNY HOT EE FALD ON QR
BEFCURE THE BON OATE, TNIR ACCOUNT M
SERTE A DISCONNECTION OF SERY, NOTICK
130 mAvR 50 DAYR &0 pavn 30 DTS CHkRENT
% .00 2,00 s.c0 0,4d ¥,23
DUE TE TRE FINANCIAL YEAREWD ALL | e o, 00
mrmr.m: WILL CLOSE AT 1IR30 CN i :
{ JUME f SEE NOTICES AT PAYPOINTS | ok 0,45
m REVISED OFFICE HRS ON THAT DAY ]
| TOTALE 3,67

o m
P STEVE TEHWETE.M':,M‘.

[l 14 Mdoeiburg 1050

REKE b R

Briniinn mosd svnng ward e {510
Parprert pol ba racavee baloas 1RSE an. L UL 3008 KRCTUNT WOMBEE B001421X
TOThAL BETARLRARA
SEH TETAL e

= SITEML | BoD14Z4,67 o mn 3,87

PSR PR ) 528 TR

e g e =
=114 MIDDELBURG 14 i 4 £
i - 013} A F00 W & L] %
013! 731856 E 5
0713} 245 1685
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7. Tshwane Metropolitan Municipality — new invoice

@ Tk 012 368 5499

() Fax: 012 358 6111

A

@ E-Mait cusicrrarcarefishwans gov.za

Thkemir RIS () Andross: F 0 Bow 408 1 Frasania 1 0001
issued: 160709

Account No.
20101925584
22133160160 1

a o 3 T &

270308 | Payment Thank You -1,188.00 0.0d -1,138.00
AST0S Sub Total (&) | 0.55 | 0.00 | 055
16/07/00 | Propery Rales 706 0.00 40706
1E0TI0S | Wasle Management 5412 4.3 7310
15/07/00 | Elecrichy 64391 o015 TI406
10T Water 92.58 12.85 10553
16107/00 | Sanitation 56,54 7.3 8457

WAT 14% on sendces of R 35725 0on 120.02 oo
ENT0S Total Current Levy (5] 126431 120.0 138432

TTOTAL AMOUNT PAYABLE A I 126486 I 120.01 | 1384 87

AN average consumplion Nas been used as MEter reader was inabie o (aks 3 reading. Please phoneli2 - 3583990 o
s0ive the prodlem.

aen [ e, il T
| 0.00 125488 1,384.87
e -+
THIS STUB MUST ACCOMPANY PAYMENT
[ Firal e kv [evament PCTORAT] T
LAORKW I. ..Dﬂ]!ﬁ'llﬁ._.'. _mmim_l 138487
Fed. . when roing R Py

— EmayFiay >R 22251345 2010192554 2

o 2010192554

TAX involee: 100001517935
& Firat Mational Bank

[ oo ABSA

ll!ﬂ‘i!&%' @ Sranelarel Rank @ NEGBBANE o ] |l‘uu:.uu-|l.m---m:|

GITY OF TESMMANE WaT REG WO 001 S5T
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ACCoUNE NO.

2010132524
Fage: 2072
(R} AMCUNT (R] AMCUNT
DATE [IcONE DETAILE \axal VAT) BIMAT Dinol VAT)
17/03/09 Salmnice Erough Foswerd 1,188.55 0.00| 1,188.55
ERRIR Payment Thank You -1,153.00 0.00| -1,188.00
Sub Tolal (&) 0.55 0.0o| 0.55
1E/07I03 Property Ratss
Residenfial Ofrer
Market Vishue: 355000 00 Tar: 00000000 imperm. Vshie:
1500000 ¥isiuation Fetale: Z300.00
2005713 Market Value - Imperm. Valuz x Tarffw 12 E52.50 0.0o E52.50
Lies=: Visiusfion Rabale X Tasfw 12 - 26.25 0.00 - 25.25
Les=- Domesfic Rebale of 35% -213.13 0.00| -213.13
107409 Waate Managemant
Cily clesning charme - domestic Cily Clesning Charge 32.05 4.45 36.55
Wisle removal charmge - domestic Wasie Removal Chage .05 4.49 35.55]
150703 Elaciricity
Reading dale=: Cure 170409 Prey 140309 | 3 dayz)
Meter: 5S040 Exmale) Cur 477865 Prev 21584 Cons 1962
KH
Enemy chame - domesic B39 BOL15 T34.05
=
i
i
40
o
=
ot
W s [m
18/07003 wiater
@ Reading dale=: Curr 170409 Prey 1403009 | 3 days]
Misfer- 37200240 Exbimatn] Cus 378 Py 360 Con= 18 KL
WWater charge - Scale B- domestic 2258 12.56 05.54
=
L [
12
=z 8
4
o
=
Wt
W s [m
18/07H03 Sanitation
Randing dalex: Cure 170409 Poay 1403009 | 3 days]
Meder- 37208240 Exbmate] Cur 378 Prew 360 Conz 18 KL
Sanilabon: Wasiewaber - Domesbc 6.6 T.53 8257
1E/07I03 VAT
VAT 14% on zervices of REST 25 0.00 120.02 0.00
Tokal Curmert Lawy (B} 128431 12001 1,384.32
Total Amount Payabls 126485 120.01 138487




8. Mangaung Local Municipality

MANGAUNG

LOCAL

MUNICIPALITY

PLAASLIKE MUMNISIPALITEIT

LEKGOTLA LA

MOTSE

e
BLOEMFONTEIN
8300
MANGAUNG
= {01} 1 BLOEMFONTEIN i

WATER: [051) 405-8317 [ 8175 8278
PROPERTY RATES: (051) 405-8311
METER READINGS: (051 405-8362 | B137
RENT | SUNDRIES: (051) 405-83351 8334

05 READING
010/01/08 | 2010/02/08 ARSEY EOO8
658.00 &£%8.00 40.00 HADDT1
DATE
e e Pl ¢ Watars i sy St Tow peert
| et be T wupiey dale, s P v
ornesivd wihoul berltes reliie
= DETALS I DATE REFEREMCE | WOTEC AMOLINT
PREVIOUS ACCOUNT 2010/01/21 814.85
LEVY RAT 2010/02/182 313.186
705000 - 40000 X 0.0054510 / 12
LEVY SANIT 2010/02/18 199.05
VAT SANIT 2010/02/18 27.87
LEVY WATER 2010/02/18 757818 315.71
VAT WATER 2010/02/18 757818 44.20
| |
s wows [ woan ETT— ME—!*F
l | I 218 Eﬁ' 8%99.99 .

AS FROM 1 JANUARY 2010,
T _CONSUMERS WILL REC

:.FOR-II'D'.R.E INFORMATION OF THE 2010 FIFA WORLD CUP VISIT www.mangaung.co.za OR www.FIFA.com
| ONLY REGISTERED AND QUALIFYING
INDIGENT CONGUMERS WILI RECEIVE FREE BASIC SERVICES.

Pay@

11330 10002178585

‘ACCOUNT NO. AMOUNTDUE | s o it
* o secounnr L MANGANG  Beauened CumnENT Aol BUE
1000217685 1716.84 | rownnewrance :
KHUNONG M J % M g M RAT 313.00 313.16
73 VAN LAUNSINGEL SAN £258.00 231.94
100021000143570000000000000 WAT 55180 1181.74
222 01000217685 |
333> 9 1932 1000 2176 a!;_q_‘ ToTaL) | 898.00 1716.84
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1. City of Blue Springs invoice (USA)

Utility Billing

City of Blue Springs

903 W. Main Street

Blue Springs, MO 64015
(816) 228-0136

JOHN Q PUBLIC
1234 ANY ST
BLUE SPRINGS, MO 64015

| AT RO

(816) 228-0134 www.bluespringsgov.com

%Elﬁg Springs

ACCOUNT NUMBER 123456

PIN NUMBER

Messages from the Water Department

10 Month Consumption History

1500 i
CURRENT BILLING SUMMARY 5
— E 0
== DALANCE FORWARD $0.00 @ L 1 1 L1 0L
== \WATER RESIDENTIAL 11/20/2008 $16.11
== SEWER RESIDENTIAL SNI-BAR 11/20/2008 $17.54 £ g8 E 8 8 8 g B8
==  TAXRESIDENTIAL 11/20/2008 $0.16 R BE 8 e e 8
== TOTAL BALANCE DUE $33.81
= Due upon receipt and delinguent on the dote ised. Delinguent charges of 10% will be assessed on the total open balance
SERVICE ADDRESS 1234 ANY ST, BLUE SPRINGS, MO 64015
METER SERIAL CURRENT PREVIOUS METER SERVICE SERVICE BILLING
NUMBER METERREAD ~ METERREAD | CONSUMPTION | peihinGTYPE  USAGEFROM  USAGE TO DAYS
25872462 199637 199274 363 1] 10/10/2008 11/07/2008 30
HEEEIES PNNNBER I R
PIN NUMBER
The City of 2 UTILITY BILLING STATEMENT
% Blue Sprlﬂgs PREVIOUS BALANCE $0.00
TOTAL AMOUNT DUE $33.81
903 W. Main Street  Blue Springs, Missouri 64015
(816) 228-0134 {816) 228-0135 Amount Due After $37.19
www.bluespringsgoy.com 12-10-2008 ‘
Make Checks Payable To: nged, check here A
| AMOUNT PAID

City of Blue Springs Utility Billing
PO Box 219253

Kansas City MO 64121-9253

| 1 1Y P [ Y PP PP T Y Y PRY PY [ALP

0000L2345kL2

12102004 0000003381 0DOOOOO3719 3
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2. South East Water invoice (Australia)

Card Paysvidits & Adtonn | Ballinias A3 S5 EEE
SOUTH EAST m:lmm;m:-mu::a:sm ::m
WAT E R Iumg-p-:.nun-n (W T Faciny) (o) 9552 B2z
e P Do i DT o0 inloaw Lo g
) AL o
The & ampla
1 SEample Stroat

Your Account Summary
sz un Date 12 Ociobar 2006
Proparty 123 SAMPLE STREET

SAMPLETOWN VIC 0000

Proparty Roforence  S9AMS9998/88

Last Account 24310
Pagmant Roosved 5000
Balancs Broughi Forsard 24510
Cumam Canges F10R25
Total Bue §351.38
Fordetaibs, paam mior over paga.

Tha cdhages on ihis acmount am G5T ima

Hpaying in pamaon, paass keop S accourd intact =

[Handy tip! From now on, your waler account will be shaded in
ona of four il ool helping you io disti ch
ot your ata glance

Proparty Raf: SaA/eaeeais
123 Sampio Stroet Sampletown Vic 0000

{J POST billpay
T RN A \rrp———

361 000 00000000000 1 LomadEag 1 Heamanos 200
20 Compaomis Dvive, Heaheton

3510+ 000000000052 -000001 4785+ 0000013995 - 000000000052
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How Water Wise Are You?

Your average daily water use (litres)*

i}
o
o=

By

May g Sep
D B DB

This quart=r 2421 e

‘Same e Gt e E70 itres:

*Your awEmge dady WALEr use 5 iusted by dvidng Four
fiot| consumption for e guartsr by the number of days in e
st reading penod. Charess atove only SpEd bo Lsage fom
240806 10 120906,

Water Smart Gardens and Hemes
Extended

Rebates Scheme
Febates an availsble on eigble water i;.-‘“’*ﬁ
conservation rohased

m1mu2msaﬁ3ﬂmm ’1“3;@

Around 130,000 rebates have

besn approved since the launch of the Water Smart
Gardens and Homes Scheme in 2003, which was
established to help househoids to use water more
wisely by making water saving products more
affordable.

Rebates ane availzble on AAA or 3 star rated shower
roses, upgrading o eligible dual fiush todets, garden

For full terms and conditions please visit
www southeastwater com au o call 131 684,

Additional Information

Paymant Acclctanos

If you are having dMicuity parying your account, South Enst '‘Waler
ofters 3 vanety of payment options. Speciyl aszistance & akso
avalabie for cusiomers experizncing financial hardship.

Conoscshong

Concessions are available 0 =ighie cusiormers on water and
sayEmge Charges ol thar prncipal piacs of resigence. The
concession amount granted or the concessional amount payabie
s shown on the front of this acoount. i you claim a concession
you are ghving South East Water the auShoriy bo confim your
eligiblity wih Cenirelink or the Depariment of Velemns Aftars.
Thiz conzant wil e SNJeing and o b revoRed by contacting
s on 131 851

Mot
The right of South East Water Limiied, Meboume Water
Corporation and Fams Victona to proceed for the recovery of

oulstanding charges |s nof prejudiced by the service of this motice,

Hew Water Efficiency Labelling Scheme

The Water Eficiency Labelling and Standands Scheme
is @ new compulsory scheme for the lahellmg of water
appliances and replaces the axsting AAAAK scheme.
Products covered by the scheme indude, dothes washing
machines, dishwashers, flow controllers, todet csiems,
shower roses and tap equipment.

Labets will desplay from one to six stars; e
more st3rs 3 product has, the more water
eficent it is. A water consumpiion figure
wil also be inchuded in the kabel which wil
assist you o make a quick companson
when deciding betwesn products.

For further information about the scheme:
sEE www. waterrating. gov.au

Saving Water...in the Bathrsom

While the focus of Stage 1 water resirictions is in the
parden, it is important that we dor't forget that great
savings can also made in the home, particularfy in the
bathroom where 30 per cent of all household water is
used.

In 200607, we are investing an addtonal 52 milion to
support targeted water eficiency programs that will also
teach us about how we can best partner with our
CUSIOmErs.

These include a senes of pilot showerhead sxchange
programs designed to help deliver water reduction
targets set out in Melbourmne's Water Supply and
Demand Strategy.

By simply switching to modem water efficient
showerhead/s you can substanfially reduce the amount
of water used in the shower, without impacting on
comifort and perfemiance. What's more, you will also
SIVE ON ENErgy costs.

Tip: Even ¥ you have installed 5 waler eficient
showerhead, make sure that you still limi your shower
time o the tme it takes to so3p up, wash down and
nnse off

AreYou Meving?
Contact us at least two working days in advance on 131 851 o
amange a special mater rading, Otherwise, you may find yourssir
irespansibie for water consumed by sameans sise. There 1s ra
champe for the special mefer reading .

Inberprnter Earvioe

T SRR ERMGRGhRITIE W] TARS T ia 2208 110
P Bvisd L GOl B (R0 CAADn | 5208 5121
HEAER - Wm0

istin aling mm«mmw Gl ol 5 3200 23
EEAEE - WSHAN D,

EGTH T
For ol oifa BsQuagny, phaes oo B20F D! 29
For rformation regarding Soum E3st Waler's prsacy polcy
plesse contact our cal cemre on 121 BS1 orvisk
WA southe ashwater com s
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3. Yarra Valley Water invoice (Australia)

Fold-out, tear-off Flap
Front of Flap
Panel with comparative data

' Quarterly Account
Y!‘Jru Vialley Water | a fresh appraach Enguiries mm

Raults ehe e
Yol AR daty sl
L ML 20 nn v Ches ocoend i e s
A AL AN TH T N RN W IWARE —n T by -
O ol e — W
W& WRGAG SWILE
61 SMAEAENE
SMAE LELFBVE3 1D M of s
T S
' b
Tk Ivoice i ayrans E‘ﬁu &
GUSANFLE IWENLE, SANPLESUELRE ** bwmowo@m
Pty Humkser 1740 508, L0T-M FLAISHE m ik juim &9
s || Gl a5 | |-
Ttz 11 Yoo, ~REL 388
Herk | SHLEIE e Hire 8310 Py 3D imo=om
k2 SR 7 [ e ST STl R AT
ek ST e 2 o | J [T B 1
e M MEREATE snm e —
EE dwman e
e O e U s | - 'f*' e 2 &
A P Chomgs Okl Ak s et ” 13 B qus | | e mgeh b by Modim ﬁ %
TOAL T s e = f':— e =
- [T 515
w1, | ***i* aml e a7
e Mol &9 718
o _‘: | I..- Tt lap 0B &m
o i |
iy Ww  TE B8
F2m e ke TEENT '**i** Sl BB T8
| ) Mol 9B GlT
Lep i@ &

’ Varsg Valfey Wadsr

B4 SWPLEAENLE, SWFLEGUELRE

... Tl fhe: usage Squees above

are nclully tased on live daz from
Teal custmers and these figens
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Back of Flap
Water Saving tips and ideas relevant
10 fime of year

Water saving
tips and ideas

M5 we head into Summer help your
parden survive the heat...

mm';gr?u'mnr

5 O s g st et
e gt rearemarn

gm-m e A TR

For emerpances phone 11 WATER (11 92637}
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