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INNOVATION FOR INCLUSIVE DEVELOPMENT                                                                                                       28 June 2019 

THE MUNICIPAL SERVICES CORRECTIVE ACTION REQUEST AND REPORT SYSTEM CASE STUDY REPORT 

EXECUTIVE SUMMARY 

The Corrective Action Request and Report System (CARRS) has been developed as a response to the quest for addressing challenges 

relating to poor service delivery as well as support of the Department of Rural Development and Land Reform (DRDLR)’s Comprehensive 

Rural Development Programme (CRDP) and strategy. The CARRS is an ICT- based tool whose primary attribute is to manage the reporting 

of service delivery incidents within a community in order to avoid consumer dissatisfactions that often times result in riots. The CARRS has 

been designed, developed and piloted by the Council for Scientific and Industrial Research, and has been fully funded by the Department 

of Science and Technology (DST) through the Innovation Partnership for Rural Development (IPRD) programme. The system has been 

piloted in x Local Municipalities (LMs) where it is currently being used to report and manage water service delivery incidents. The 

implementation of this pilot project has resulted in both successes and challenges which are attributable to different dynamics within the 

different LMs and this information can be used to inform policy review going forward. The challenges associated with the use of the CARRS, 

both directly and indirectly linked to the system’s design, can be used to evaluate its future improvements in order to maximize its impact 
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1. INTRODUCTION 

In creating a better life for all, local government is seen as key and must be at the forefront of service delivery. While there has been many 

successes in local government since 1994, there has also been significant challenges. In addressing some of the challenges relating to 

service delivery, government has provided several avenues for the public to participate in decisions affecting their lives and has encouraged 

the public to hold municipal councils to account and ensure that they deliver services as promised.  

There has been an increase in the levels of consumer dissatisfaction with regards to the levels of water services provision in many areas 

of the country to lack of effective and robust incident management systems, which in turn leads to poor operation and maintenance of the 

infrastructure. In 2012 alone, the frequency and violence of service protests reached an unexpected high, with water issues being the 

highest grievances highlighted in protests (Tapela, 2013). There is therefore a need for innovation around the delivery and the management 

of basic services in line with government’s Water Services Act (Act No. 108 of 1997), which requires the water services institutions to 

provide services to all that are, sustainable and reliable with interruptions per incident of no more than 48 consecutive hours per incident. 

In support of the Department of Rural Development and Land Reform (DRDLR)’s Comprehensive Rural Development Programme (CRDP) 

and strategy, the Department of Science and Technology (DST) is piloting a range of innovative technology solutions to enhance service 

delivery through its Innovation Partnership for Rural Development (IPRD) programme. In the ambit of this programme, the Council for 

Scientific and Industrial Research (CSIR) has been appointed to develop, pilot and/or implement the Corrective Action Request and Report 

System (CARRS). CARRS is an incident management system with a specific focus on water related incidents. Through CARRS, 

communities are awarded an opportunity to report water related incidents that affect their lives. The reports are routed electronically to 

municipal officials who in turn are expected to conduct assessments on the reported incidents affecting communities and to implement 

corrective action.  

CARRS has been piloted in several municipalities where different dynamics have been encountered but in general the system has yielded 

a positive impact as outlined in this case study. 
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2. CASE STUDY OBJECTIVE 

The aim of this case study report is to outline the feedback that was gathered from the beneficiary LMs of the CARRS pilot project. The 

analysis of the information gathered from the case study was used to propose a way-forward for improvement of the CARRS and its future 

roll-out to other municipalities in order to maximize its intended impact.   

3. METHOD 

The case study involved visiting selected municipalities, where the CARRS has been implemented, and conducting face to face 

questionnaire sessions. 

For the sake of this case study, three District Municipalities, and two Local Municipalities were chosen for data gathering. These 

municipalities were chosen for the following reason: 

i. They displayed significant different dynamics during the implementation of the CARRS pilot studies; and 

ii. The officials were available and ready to assist in conducting the studies. 

 

4 FINDINGS 

Below are some of the findings highlighted by the interviewed Municipalities.  

4.1 MUNICIPALITY’S IT INFRASTRUCTURE 

During the engagement with the Municipalities, the first issue raised by the municipalities was the issue of the existing IT infrastructure. 

They are of the believe that neither did CARRS nor the CSIR as an institution failed but the poor state of the IT infrastructure hindered the 

smooth operation of the system. The IT infrastructure that the municipalities had was very old, outdated and dilapidated, and could therefore 

no longer be supported as it had proven to be exceedingly costly to do so. They further added on to say that although the municipalities 

and council were aware of this challenge and had plans to address it, Majority of them did not have a budget to replace the old IT 

infrastructure in all their buildings.  
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The conclusion was that council resolutions, such as the resolution of refurbish IT infrastructure and communication network, need careful 

and strategic prioritization by the Municipalities. The poor performance of the IT infrastructure negatively affects the performance of 

divisions within the institution and ultimately the entire institution. Systems such as CARRS will not function without the existence of a well-

functioning IT infrastructure.  

4.2 SYSTEM MAINTENANCE 

The municipality raised the system maintenance challenges during the feedback sessions since the system is owned and managed by the 

CSIR and that there is a need to service Task Teams with data allocation or some form of stipend that can reimburse their cost of traveling 

and reporting incidents. They added that a lot of Task Teams are unemployed and therefore not having any form of income, whilst a few 

come from other structures such as Ward Committees where they receive some stipends. However, the current Municipality officials warned 

that during the demonstration of these systems, providing stipends would create a precedent where task team members would expect the 

municipality to appoint them on a permanent basis. 

In another Municipality they indicated that a stipend would be the preferred way because it would come in a form of a fixed term contract, 

which means that when District or Local Municipality feels they can no longer afford paying out the stipend the contract could be left to run 

its term and not be renewed afterwards.  

4.3 SYSTEM USABILITY 

The engaged municipalities indicated that in the initial stages of implementation there were confusions amongst staff because they had 

incident management systems in place and it became difficult to integrate it with CARRS. Some officials found it difficult to differentiate the 

systems and as such assumed CARRS was an additional work package to monitor leaks on the new infrastructure. However, with time 

they managed to integrate it with time. 
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5. RECOMMENDATIONS AND POLICY IMPLICATIONS 

It is clear from this assessment that certain challenges can be addressed by implementing and enforcing effective management practices. 

However, some challenges require approaches from (and the strengthening of) the inter-governmental and inter-municipal relations 

frameworks. Nonetheless, the following recommendations are made. 

5.1 AN ESTABLISHMENT OF A CENTRALLY MANAGED LOCAL GOVERNMENT SECTOR-BASED INFORMATION 

MANAGEMENT SYSTEM 

To curb challenges in the loss and management of technical data, it is recommended that a centrally managed local government sector-

based electronic information management system be developed. This system should be supported by the National Archives and Records 

Service of South Africa Act (Act No. 43 of 1996). The system shall host all technical and non- technical data, plans and reports that are 

produced by municipalities (and their respective consultants and service providers that are appointed to do work for the municipalities) at 

no-cost to the municipalities. This should also be governed by good practices of intellectual property management with the understanding 

that all information generated using public funds shall belong to the state.  In cases where consultants have been contracted to do some 

work for the municipalities, the contracting should elaborate on ownership of data.  All data shall belong to the state for contracts that are 

awarded using public funds. 

5.2 THE REVITALIZATION OF THE LOCAL GOVERNMENT SKILLS PROGRAMME AND STAFF RETENTION STRATEGIES 

Attracting and retaining skilled personnel continues to be a daunting challenge to many areas. Government is currently implementing 

sector-based skills programmes supported by the Skills Development Act (Act No.  97 of 1998), and has established the Local Government 

Sector Education and Training Authority (LGSETA) to contribute to the national skills development strategy. However, the challenge of 

shortage of skills for many rural municipalities often relates to incumbents’ lack of interest in working in rural environments. There is 

therefore a need to strengthen implementation of comprehensive skills development support programmes.   For   example, certain   points 

[such as Continuing Professional Development (CPD), or Continuing Professional Education (CPE) points] could, as a recommendation, 

be awarded to staff that work for municipalities for a certain period after completion of the skills programme. Such points should be nationally 
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recognized in order to create a value system and a market need. A professional body to regulate such point systems and merits thereof 

should also be identified accordingly. 

5.3 INTENSIFICATION OF THE INTER-GOVERNMENTAL AND INTER-MUNICIPAL RELATIONS FRAMEWORK AND 

IMPLEMENTATION 

As a result of differences in economic activities within municipalities, some municipalities tend to be better positioned to attract skilled staff 

for their service delivery mandate whilst others struggle. There is an existing inter-governmental (IGR) and inter- municipal relations 

framework that could be better used as a platform to source skills such as planning, and project and contract management from the more 

resourceful and successful municipalities to and by those that have challenges with such skills. The IGR framework could also be extended 

in special cases to cover issues of skills sourcing for operation and maintenance of critical 

  

5.4 PUTTING MORE EMPHASIS ON COMMUNITY ENGAGEMENT STRATEGIES AND PLATFORMS OF ENGAGEMENT 

One of the pillars of the Department of Corporative Governance (DCOG)’s Back to Basics strategy is putting people first and engaging with 

communities. Certain service protests are as a result of municipalities’ lack of adequate and appropriate communication with communities.  

The substantive community inclusion involves providing feedback to communities, creating platforms for engagement with communities, 

and being transparent and accountable. The CARRS project attempts to provide a platform through which communities can engage with 

municipalities through reporting incidents that affect them on a daily basis. There is therefore a need to make systems such as CARRS a 

standard requirement across many municipalities of South Africa in order to encourage the reporting of service delivery issues. This could 

result in a significant reduction of unnecessary service delivery bottlenecks and the related protests that municipalities tend to react to. 

5.5 A REVISED FOCUS ON INDIGENT POLICY IMPLEMENTATION STRATEGIES TO REDUCE NON- REVENUE WATER 

The   indigent   policy   is   intended   to   guide programmes to improve the lives of indigents and to improve access to Free Basic Services 

(FBS) by placing emphasis on local government in effectively addressing the needs of indigent households. A number of municipalities 

currently struggle with cost recovery on services they provide as a result of lack of capacity in implementing bylaws and their respective 
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indigent policies. The targeting methods used in implementing municipal indigent policies often dictate whether or not the municipalities 

will be able to   recover costs from services provided. Methods are initially used, the population in the target area is assumed to be uniform 

in terms of socio-economic status. This later presents a challenge to the municipalities when indigent registers are updated. Ideally, where   

the previously indigent households have progressed, the means testing method should be applied and this may mean that such households 

may begin paying for services as they would no longer be indigent. Lack of credit control measures also contributes to the issue of non-

payment of services, which affects most municipalities negatively as it means that they can only provide services through equitable share 

and not through revenue collected. The recommendation made in this regard is call for reconsideration of targeting methods used in 

identifying and providing services for indigent households. The approach should begin with all households as NOT indigent, and should 

progress to means testing as a gateway to determine each household’s indigent status.  Targeting methods should also be aligned with 

the Department of Social Development (DSD)’s social security policy and administration framework to ensure that Free Basic Services are 

provided to the most deserving. 

 

 

 


