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Resources available

Databook

A comprehensive PowerPoint report presenting the results visually, along
with key high-level insights by area.

Insights report

A presentation summarising the key survey outcomes, discussing the
implications, and offering recommendations that emphasise the main
findings.

Excel data, by question and segments

Aggregated response data that has been anonymized for privacy.
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Methodology overview

CAPI face-to-face data
collection:

Kantar’'s sampling specialist
partner used a stratified
multistage random sample
design to draw the sample
of households to be
representative of the City™.

Eight hundred (n=800)
Enumeration areas (EASs)
were drawn, with five
visiting points within each
EA. Substitute EAs, were
drawn randomly, within the
same stratum, when
needed, by our sampling
expert partner.

n=3,400 residents of Cape
Town, distributed
proportionately across:

— The City’s four regional
clusters: South
Peninsula, Northern
Panorama,
Helderberg/Khayelitsha,
and Mitchells
Plain/Cape Town
Central/Klipfontein

— Dwelling type: formal,
informal dwelling in a
settlement, informal
dwelling in a backyard

— Household income per
month (low, middle,
high)

Fieldwork was conducted
from May to June 2025.

We offered for the survey to
be conducted in Afrikaans
and Xhosa, but most
residents opted for English.

We do not interview both a
formal and backyard home
on the same property.

The population of this study
are all residents in the City
of Cape Town Metropolitan
Municipality, aged 18 years
and older, and respondents
who could provide informed
responses about the
municipal water and
sanitation service supplied
to the dwelling.

These respondents were
typically head of
households.

Please note that the final sample size is
robust and resulted in a good weight
efficiency and precision

ICANTAR | ©
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taken as the primary sampling units and households as the secondary sampling units.*

*An updated 2025 sampling frame was used for the project to ensure current representivity. Region, dwelling type (Formal, Informal, Backyard dwellings),
Neighbourhood Lifestyle index (NLI) - an income index - and population group were used as the stratification variables. Enumeration areas (EAs) were
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This is a guide to how the
municipality has been
grouped for this analysis

Western

Northern

Mitchells Plain /

Heldorberg  CT Central/
Klipfontein Tygerberg
n=995 n=1011 n=784 n=610 |
Eastern District Klipfontein District Northern District Southern District in KIR?K
Khayelitsha District Tygerberg District Western District Southern Eastern

Mitchells Plain District

NOTE: The study focused on formal residential customers and as such Central region has a higher proportion of sample in this survey compared to general

l(ANTAR | @ E!}E%ESEEE[?*" population. © Kantar 2025| 9
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Methodology overview

— BUSINESS

M o

Y >
HOW? HERE? WHEN? HO?
CATI telephonic data n=309 businesses Telephonic interviews were The population of this study
collection: distributed proportionally conducted between May are all businesses in the

across: and June 2025. City of Cape Town
Interviewers call businesses . . . Metropolitan Municipality
within Cape Town Bu3||r|1 ess j!ze, Led,l The interview was done in and employees who could
Metropolitan Municipality small, medium and large. English only. provide informed responses
and request to speak to an about the municipal water
employee who can provide and sanitation service
responses about the supplied to the business.
municipal’s water and
sanitation services received These respondents were
by the business. typically in senior

management or operations.

l(ANTAR | @ ISRECD SATEKAPA Base size: n=309 Total | n=150 Small | n=107 Medium | n=52 Large © Kantar 2025 | 10



As Cape Town embraces its identity as the 'City of Hope,' ongoing
challenges highlight the difficulty of turning aspiration into reality

Infrastructure strain
and renewal

Cape Town is actively addressing
aging water infrastructure, but the
scale of the challenge is
immense.

The city has allocated R4.9 billion
for water and sanitation upgrades
in 2025/26.

Despite these efforts, frequent
pipe bursts and service
disruptions persist, especially in
older suburbs like Fish Hoek.

Informal settlements
and water quality

Informal settlements remain a
critical pressure point:

— Many areas lack functional
sanitation infrastructure,
leading residents to rely on
rivers for washing, waste
disposal, and even drinking

— This runoff contributes to
emerging contaminant
pollution — including
pharmaceuticals and illegal
substances — posing serious
health and environmental risk

— The City has earmarked R39.1

million to install new taps and
toilets in underserved areas,
but rapid urbanisation
continues to outpace service
delivery.

Climate resilience and
diversification

To reduce reliance on surface
water (currently 98% of supply),
Cape Town is investing in:

— Groundwater extraction from
the Cape Flats and Atlantis
aquifers

— Desalination and water reuse,
aiming for 25% of supply from
alternative sources by 2040.

Flood prevention is also a priority,
with R135 million allocated to
river upgrades and urban
waterway revitalisation.

Financial, governance
pressures

Cape Town is one of the few
metros rated “Excellent” in the
national No Drop report,
scoring 92% for water loss
control and infrastructure
upkeep.

However, there is room to
strengthen public trust due to
historical service failures and
current operational hurdles.

The City is also navigating well
publicised tariff increases,
which have sparked legal
challenges and public backlash,
especially among ratepayer
groups.
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References:

SA Water Crisis | The impact of municipal failures on water security

Cape Town’s R4.9 billion push for water and sanitation upgrades

The impact of informal settlements on water quality | UCT News



https://capetimes.co.za/news/south-africa/2025-05-11-sa-water-crisis--the-impact-of-municipal-failures-on-water-security/
https://www.capetownetc.com/news/cape-towns-r4-9-billion-push-for-water-and-sanitation-upgrades/
https://www.news.uct.ac.za/article/-2025-03-24-the-impact-of-informal-settlements-on-water-quality

Extreme weather events such as heavy rains and flooding in Cape Town
disrupt livelihoods but also have a direct impact on customer access, service
delivery, and overall satisfaction

Disruptions from extreme Cape Town has experienced multiple

weather underscore the severe flooding events in 2025, primariy  (GITY QF CAPE TOWN Du Noon

driven by intense winter storms and cold

need for resilient support fronts. FLOODING 2025

and clear communication to _ .

. . June 2025: Torrential rain, strong wind
sustain service and trust leads to most severe flooding event in
during crises. decades.

é!

* Informal settlements severely c T : Se
affected, with thousands displaced ape iown o N2

* Infrastructure damage , -
® Mfule
included collapsed roads, burst Aéiaenqt,ic @ P

canals, and power outages. Major Philippi
routes like the N2 and M5 were V ygieskraal ®

closed ® Mfuléni

& ® Gugulethu
Khayelitsha
false

@ Affected areas Bay %
Athlone Gordon

WATCH | The flooding 'was insane': Heavy rains leave trail of destruction in Cape Town | News24

CITY OF CAPE TOWN
l(ANTAR | ISIXEKO SASEKAPA Widespread flooding in Cape Town informal settlements | GroundUp © Kantar 2025 | 14
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Cape Town storm: Multiple road closures, almost 4 000 displaced as floods damage more homes | News24



https://www.news24.com/news24/SouthAfrica/News/watch-the-flooding-was-insane-heavy-rains-leave-trail-of-destruction-in-cape-town-20230614
https://groundup.org.za/article/widespread-flooding-in-cape-town-informal-settlements/
https://groundup.org.za/article/widespread-flooding-in-cape-town-informal-settlements/
https://www.news24.com/southafrica/news/cape-town-storm-multiple-road-closures-almost-4-000-displaced-as-floods-damage-more-homes-20250706-0599

The knock-on effects of the 2025/2026 Cape Town's 2025/2026 budget
budget faces backlash from residents
qnd civic groups

- The rising cost of living is the second largest current Tracy-Lynn Ruiters | PL onth ag
concern for South African’s (54%) after crime *. 0B XM O 4 ® @s5mn

- The City’s 2025/2026 budget has raised controversy -~
amongst residents by restructuring municipal rates

- changing how fixed charges are calculated — based on property
value vs actual household use or pipe size

- introducing additional charges or fees such as a monthly cleaning
fee

- There continues to be backlash and debate as residents
question the fairness of the increases and how these have
been applied across different income and commercial and
other groups despite

- households under R2.5 million in property value paying less for
water and sanitation than previously

- Areduction in revenue from lowered water fixed charges for
properties between R1m and R25m.

l(ANTAR | @ ISIXEKD SASERAPA Mzansi Barometer, Kantar © Kantar 2025 | 15
STAD KasTeTAD https://iol.co.za/weekend-argus/news/2025-07-02-cape-towns-20252026-budget-faces-backlash-from-residents-and-civic-groups/






WSD'’s 2024/25 PSQ results are mixed: Resident scores declined significantly, while a 9-point
gain among businesses positions WSD as a strong performer in that segment

Public Service Quality (PSQ) Index

results

100

75

50

Excellent Performance

Good Performance

86 Business

Moderate Performance

Weak Performance

Four questions are asked to develop the index:

1.

Thinking about all the different services
provided by the City of Cape Town’s Water
and Sanitation Directorate, how would you
rate the overall performance of the
directorate?

Please use a scale of 1 to 5 where 1 is poor, 2
is fair, 3 is good, 4 is very good and 5 is
excellent.

. How strongly do you trust in the City of Cape

Town’s Water and Sanitation Directorate?

Please use a scale of 1 to 5 where 1 is not
strong at all, 2 is not very strong, 3 is fairly
strong, 4 is very strong and 5 is extremely
strong.

3.

How well do you think the City of Cape Town’s
Water and Sanitation Directorate is fulfilling
its role as a provider of municipal (water
and sanitation) services?

Please use a scale of 1 to 5 where 1 is poor, 2
is fair, 3 is good, 4 is very good and 5 is
excellent.

How do you rate the services provided by the
City of Cape Town’s Water and Sanitation
Directorate when compared to services
provided by other municipalities,
directorate and/or public institutions?

Please use a scale of 1 to 5 where 1 is poor, 2
is fair, 3 is good, 4 is very good and 5 is
excellent.

ICANTAR |
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n=3400 Residential | Business n=309
(+-0.1) indicates increase/decrease compared to 2024
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Declines in formal, South Peninsula, and Northern Panorama have driven an overall drop in the

residential index results. WSD shows notable improvement among small and medium

businesses. However, large businesses rate WSD lower.

Public Service Quality (PSQ) Index
results

. I Excellent Performance 82 (-10) Large*
1 86 (+10) Medium
i —>
. Good Performance 86 Business 86 (+12) Small
75
Moderate Performance
58 Formal
50 4 52 (-20) Northern Panorama
\ 48 (-26) South Peninsula
42 (-8) Khayelitsha/ Helderberg
38 (1) Informal backyard 38 (-11) Mitchells Plain / CT Central / Klipfontein
i Weak Performance 6 (-7) Informal settlement
50
PSQ ratings amongst those residing in informal dwellings declined.
Informal settlements remain as a key focus area for WSD.
*caution: base size less than 50
l(ANTAR | @ £ oF care Town n=3400 Residential | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal | South n=610 | Helderberg n=995 | Northern n=784 | Mitchell's Plain © Kantar 2025 | 17
STAD KAAPSTAD n=1011 | Business n=309

(+-0.1) indicates increase/decrease compared to 2024



Despite strong gains in  psqQ index
2023/24, WSD’s
performance index has
since declined, with
informal and backyard
sectors showing a

74
72
sustained downward 56 58 y
52
47 48 >! 50 49
42
| 38

77
65
58
trajectory — highlighting >
the need for renewed 1 .
focus on equity and % 38
targeted service
delivery
15
The announcement of how service 13
fees are to be calculated may be 6
impacting WSD’s relationship with I
residents residing in formal -
Mitchells

settlements. Total Formal Informal Backyard S?Uth Khayelitsha/ Northern Plain/CT/
Peninsula Helderberg Panorama Klipfontein

m2021/22 w2023/24 m2024/25

CITY OF CAPE TOWN Base size 2024/25 : n= 3400
l(ANTAR | @ STADIARPSTAD PSQ Index questions apply © Kantar 2025 20



WSD'’s rating across all PSQ questions has seen significant declines mainly influenced @~
by formal residents, however informal settlements score WSD lowest. Businesses
continue to rate WSD highly.

Summary of means

Residential Dwelling type Region Business
Components of the PSQ Informal Informal South Helderberg/ Northern s A
. Total Formal - - ICT Central/ Total
index: Backyard Settlement Peninsula Khayelitsha Panorama . .
Klipfontein
2.8 3.1 2.6 2.0 2.9 2.7 3.0 2.6 3.7
Overall performance of the WSD (03) 0.4) (:0.1) (:0.1) (:0.6) (:0.2) (-0.4) (-0,3) (+0,2)
: 3.0 3.3 3.0 24 3.1 3.1 3.2 2.9 3.8
Trust in the WSD 0.3) (:0.4) (0,0) (-0,1) (-0,6) (-0,1) (-0,4) (-0.3) (+0,2)
WSD’s fulfilment of role as public 29 3.2 2.8 2.2 3.0 2.8 3.1 2.8 3.7
service provider (-0,2) (-0,4) (0,0) (-0,2) (-0,5) (-0.2) (-0,4) (-0.2) (+0,1)
WSD compared to other public 2.9 3.2 2.7 2.2 3.0 2.9 3.0 2.8 3.8
service providers (-0,2) (-0.3) (-0,1) (-0,0) (-0.4) (-0,1) (-0.3) (-0,1) (+0,2)
: ; ; 8.5 3.9 2.6 3.4 3.5 3.4 3.7 3.5 4.1
Overall satisfaction with WSD 0.1) (0.1) (:0.7) (+0,7) (-0,5) (-0,1) (-0,2) (0,0) (+0,1)

n=3400 Residential | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal |

South n=610 | Helderberg n=995 | Northern n=784 | Mitchell's Plain n=1011 | Business Rating scale - 1: Poor 2: Fair 3: Good 4: Very Good 5: Excellent
n=309

Q352 Thinking about all the different services provided by the City of Cape Town’s Water and Sanitation Department/Directorate, how would you rate the overall performance of the department?
Q309 How strongly do you trust in the City of Cape Town’s Water and Sanitation Department/Directorate?
l(ANTAR | @ €Ty oF CaPE TOWN Q354 How well do you think the City of Cape Town’s Water and Sanitation Department/Directorate is fulfilling its role as a provider of municipal (water and sanitation) services? © Kantar 2025 | 19
STAD KAAPSTAD Q355 How do you rate the services provided by the City of Cape Town’s Water and Sanitation Department when compared to services provided by other municipalities, departments and/or
public institutions?
Q416 How would you rate your overall satisfaction with the City of Cape Town's and Sanitation Directorate?



WSD'’s rating across all PSQ questions has seen significant declines mainly influenced @~
by formal residents, however informal settlements score WSD lowest. Businesses
continue to rate WSD highly.

Summary of means

Residential Dwelling type Region Business

Components of the PSQ Informal Informal South Helderberg/ Northern e

index: et ATLIED Backyard Settlement Peninsula Khayelitsha Panorama /CT Centr§ll fetes
Klipfontein
Overall performance of the WSD 2.8 3.1 2.6 20 29 2.7 3.0 2.6 3.7
Trust in the WSD 3.0 3.3 3.0 24 3.1 3.1 3.2 2.9 3.8
WSD's fulfilment of role as public 2.9 3.2 2.8 2.2 3.0 2.8 3.1 2.8 3.7
service provider
WSD compared to other public 2.9 3.2 2.7 2.2 3.0 2.9 3.0 2.8 3.8
service providers
Overall satisfaction with WSD B35 3.9 2.6 3.4 3.5 3.4 3.7 3.5 4.1
n=3400 Residential | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal |
South n=610 | Helderberg n=995 | Northern n=784 | Mitchell's Plain n=1011 | Business Rating scale - 1: Poor 2: Fair 3: Good 4: Very Good 5: Excellent

n=309

Q352 Thinking about all the different services provided by the City of Cape Town’s Water and Sanitation Department/Directorate, how would you rate the overall performance of the department?
Q309 How strongly do you trust in the City of Cape Town’s Water and Sanitation Department/Directorate?
l(ANTAR | @ R ST E Q354 How well do you think the City of Cape Town’s Water and Sanitation Department/Directorate is fulfilling its role as a provider of municipal (water and sanitation) services? © Kantar 2025 | 18
STAD KAAPSTAD Q355 How do you rate the services provided by the City of Cape Town’s Water and Sanitation Department when compared to services provided by other municipalities, departments and/or
public institutions?
Q416 How would you rate your overall satisfaction with the City of Cape Town's and Sanitation Directorate?



Impact analysis: What is driving the PSQ index rating amongst WSD customers?
The Impact Analysis illustrates the relevant changes in performance (symbol) and gain/threat (position) of the quality elements

What does the symbol mean:

1 /OL
| MO02 RS
. : 1,
® Far above average dell serwce; a G’%. MO1 €05
eliver | = K
Above average y g MO3 zo4 210 (illustrative data only)
®
‘ g 707 Z09 703
A service 3 208 20 ®
verage . | = 702
2 delivery E S,
7201 %
service |
Below average deIivery =

® Far below average

Gain in relationship

What do the different sections of the graph mean?

Maintain: Improved performance = limited impact on PSQ index. Reduced performance = significantly reduced PSQ index
Invest: Improved performance = significantly improved PSQ index. Reduced performance = significantly reduced PSQ index
Build: Improved performance = significantly improved PSQ index. Reduced performance = limited impact on PSQ index
Consider: Improved performance = limited impact on PSQ index. Reduced performance = limited impact on PSQ index

IKANTAR | © Kantar 2025 21



Clear communication
and swift resolution of
service interruptions
are vital to
strengthening WSD'’s
relationship with
residents. Focus on
improving
communication, as
residents currently rate
it below average.

Maintain: Improved performance = limited impact on
PSQ index. Reduced performance = significantly
reduced PSQ index

Invest: Improved performance = significantly improved

PSQ index. Reduced performance = significantly
reduced PSQ index

Build: Improved performance = significantly improved
PSQ index. Reduced performance = limited impact on
PSQ index

Consider: Improved performance = limited impact on
PSQ index. Reduced performance = limited impact on
PSQ index

Service satisfaction — total Residential

AO01

A02

® AO03

A04

A05

A06

AO07

A08

A09

A10

A11

A12

® A13

Experience
Strength

The drinking water services provided

The taste of the drinking water

The odour or smell of drinking water

The appearance or colour of drinking water

The water pressure

The number of interruptions to the supply/availability of
water

The duration of these interruptions to water
supply/availability

Communication about water supply/availability
interruptions

The sewage services provided

The Catchment Stormwater and River Management
Services provided

The condition / state or water quality of the closest river,
vlei, canal, wetland or pond

The communication received from WSD regarding water
and sewage services

The billing (i.e., amount charged) received from WSD
regarding water and sewage services

@ Far below average Below average Average

A01

Threat to relationship

Gain in relationship

Above average @ Far above average

CITY OF CAPE TOWN
ISIXEKO SASEKAPA
STAD KAAPSTAD

n=3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal

© Kantar 2025 | 22



Improve communication Summary of opportunities for improvement

across household types,
limit water interruptions B Formal E Informal Backyard D Informal Settlement

Further invest - top priority

in informal settlements.

. . The Catchment Stormwater and River The number of interruptions to the
F|00d|ng expe riences Management Services provided supply/availability of water
may have contri buted to The communication received from the City
of Cape Town’s Water and Sanitation
poo rer Catch ment Department regarding water and sewage
services
stormwater ratings
amongst Informal
backyard dwellers. Further build — top priority
Communication about water The communication received from the City
L R supply/availability interruptions ® of Cape Town’s Water and Sanitation
!VIamtam. Imprqved performance = limited Department regarding water and sewage
impact on PSQ index. Reduced performance services
= significantly reduced PSQ index
The communication received from the City Communication about water
Invest: Improved performance = significantly of Cape Town’s Water and Sanitation supply/availability interruptions
improved PSQ index. Reduced performance Department regarding water and sewage
= significantly reduced PSQ index services
The sewage services provided
Build: Improved performance = significantly
improved PSQ index. Reduced performance The duration of these interruptions to
= limited impact on PSQ index water supply/availability

Consider: Improved performance = limited Maintain - high priority

impact on PSQ index. Reduced performance Communication about water
= limited impact on PSQ index supply/availability interruptions

l( ANTAR | @ ISRECD SATEKAPA n=3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal © Kantar 2025 | 24



Most residents and businesses see no change in service quality in the past year, with fewer
perceiving improvements. The biggest shift in resident perception relates to billing and

accounts.

Past year change to service delivery (%)

It has improved

m There has been no change

m |t has deteriorated or worsened
Don't know

Billing and accounts

Communication from WSD

Catchment stormwater and river
management services

Sewage services

Drinking water services

(+22) (+3)  (+1)
12 B
(+12) (-1)

(+14) (+1) -1)

(+16) -2) (-2)

(+15) (2) (-1)

It has improved

m There has been no change

m |t has deteriorated or worsened
Don't know

Billing and accounts

Communication from WSD

Catchment stormwater and river
management services

Sewage services

Drinking water services

73 6 £
(-4) (+7) 1) (2)

66 7 ¢
(-3) (+5) (3) (+1)

70 7 B

(-7) (+8) (3) (+1)

70 9

(-4) (+4) (+2)

(-3) (+6) -1)

CITY OF CAPE TOWN
ISIXEKO SASEKAPA
STAD KAAPSTAD

n= 3400 (Billing and accounts n=1400) | n=309 Business

Q370 / Q048 - Has the quality of the following services changed over the past year?

© Kantar 2025 | 27



Perceptions of the quality of services delivered have diverged: significantly fewer residents in
formal areas see improvement, while those in informal settlements report positive changes

Past year change to service delivery (%)

Formal

It has improved

B There has been no change

m |t has deteriorated or worsened
Don't know

Billing and accounts

Communication from WSD

Catchment stromwater and river
management services

Sewage services

Drinking water services

(-25)

(-20)

(-24)

(-24)

(-23)

71

(+3)  (+1)

(-2) (-2)
2

(-3)

Informal

It has improved

m There has been no change

m |t has deteriorated or worsened
Don't know

Communication from WSD

Catchment stormwater and river
management services

Sewage services

Drinking water services

(+3)

(+3)

(+2)

(+2)

(+3) -7)

(-1)
(-1)

CITY OF CAPE TOWN
ISIXEKO SASEKAPA
STAD KAAPSTAD

n= 3400 Total | n= 1400 Formal | n=1000 Informal
Q370 Has the quality of the following services changed over the past year?

© Kantar 2025 | 28



To drive meaningful
impact, we must
understand the distinct
dynamics amongst
household types




Resident satisfaction
with drinking water
services declined in
2024/25, driven
primarily by a drop In
ratings from formal
households -
returning to levels last
seen in 2021/22

Rating scale - 1: Poor 2: Fair 3: Good 4:
Very Good 5: Excellent

Drinking water services provided

% 3,2
3,0 :
2018/19 2021/22 2023/24
Odour or smell of drinking water
3,6
3,2
3,0
2018/19 2021/22 2023/24
Water pressure on property
3,5
3,2
3,0
2018/19 2021/22 2023/24

3,0

2024/25

3,1

2024/25

3,0

2024/25

Taste of drinking water

3,5
3,2
3,0

2018/19 2021/22 2023/24

Appearance or colour of drinking water

3,6

3,3
3,0

2018/19 2021/22 2023/24

Number of interruptions to
water supply/availability

29 31 29

1819 21/22 23/24 24/25

3,0

2024/25

3,0

2024/25

Duration of interruptions to
water supply/availability

29 3,1 2.9

18/19 21/22 23/24 24/25

CITY OF CAPE TOWN
ISIXEKO SASEKAPA
STAD KAAPSTAD

n=3400

Q369: We are now going to talk a little bit more about the services provided by the City of Cape Town’s Water and Sanitation Department or Directorate.

How do you rate the Department regarding the following statements?

© Kantar 2025 | 30



Drinking water services, stormwater drainage, and sewage and sanitation remain the top
three concerns

Voice of the customer — top three improvements (%)

=  Formal: Cleaner/better water quality, improved water pressure and accurate
water meter readings

Drinking water services 62 (+11) L = Infprmal: Reliable/good quality taps, maintenance of existing taps and a

reliable water supply

— = Backyard: Cleaner/better water quality and improved water pressure

=  Formal: Upgrade/fix pipe infrastructure, unblock/ maintain drains

L= Informal: Maintain/unblock and install drains

=  Backyard: Maintain/replace pipe infrastructure, install bigger/stronger pipes
— and unblock/maintain drains

Stormwater drains

72 (+5) | = Informal: Flush toilets are a priority, as is maintaining existing toilets

Sewage and sanitation :
=  Backyard: Flush toilets

J |

= Formal: Better/faster response time to complaints/problems, improved/ regular
communication, more affordable services

= Backyard: Better/faster response to complaints/problems, improved/ regular
communication

Customer service

Distribution networks

Il Formal [ Informal [l Backyard

n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal

l( ﬁ NT ﬁ R | fs'&YEgg gﬁ;’ggfp"x” Q395 - Thinking about all the services provided by the City of Cape Town’s Water and Sanitation Department/Directorate, which three issues would 31
STAD KAAPSTAD you say the department can improve on and how?



Residents remain confident in WSD services and drinking water quality

Perceptions about water (mean scores)

Formal Informal backyard Informal settlement
1 The city should spend money to reduce leaks 4.2 1 The city should spend money to reduce leaks 4.0 1 Tap water is safe to drink 3.8
2 Reliable supply 4.0 2 If I had a choice, | would choose the City as my 40 2 The city should spend money to reduce leaks 3.8
. . water and sanitation provider '
5 IfI'had a choice, | would choose the City as my , : . 3 | prefer tap water to bottled water 3.8
_° water and sanitation provider " 3 Tap water is safe to drink 3.9
; e agq 0 TTTTmmmmEmmmmmmmmmmmTmmmmmmmmmmTmmTTTTTT If I had a choice, | would choose the City as my
4 Tap water is safe to drink 3.9 ‘ ’
P 4 Reliable supply 3.9 4 water and sanitation provider 3.8
5 Water restrictions are necessary to help 39 .
conserve water . 5 \Water restrictions are necessary to help 39 5 | worry about being flooded when it rains 3.8
g 1heway the municipality manages services 39 conserve water g Water restrictions are necessary to help conserve
_—— EA@ES_@Q _elerI_”EDrD‘En_t _________ e 6 | prefer tap water to bottled water 3.9 water '
ostpeople | know are consciousof 5,9 oo _-- Somoo oo ooo- it The way the municipality manages services helps
7 conserving water 3.9 7 The way the r_nun|C|paI|ty manages services 3.9 7 the environment 3.7
g [Easy to understand how my usage is 28 helps the environment 8 Reliabl I 3.7
calculated on my bill* ' g Most people | know are conscious of 37 eliable supply :
9 Easy to understand the price | pay for the water 38 conserving water ' 9 Most people | know are conscious of conserving 36
_oousedt L __. 9 There is sufficient water for the city 3.7 water
10 Good value for money* 36 000 TT T T T T T m oo oo ooooooooooooos 10 The rivers are clean and healthy 3.4
10 The rivers are clean and healthy 3.6 _ o _
11 There is sufficient water for the city 3.5 11 There is sufficient water for the city 3.4
11 1 worry about being flooded when it rains 3.4
12 | prefer tap water to bottled water 3.4
13 The rivers are clean and healthy 3.4
14 | worry about being flooded when it rains 3.2
Rating scale - 1:Completely Disagree 2: Disagree 3: Neither Agree nor Disagree 4: Agree 5: Completely Agree
CITY OF CAPE TOWN n= 3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal
l(ANTAR | 'SS’T',’\(SKK%S{‘:§$§€PA Q386 — How do you feel about the following statements? 32

*statement only asked for Formal



Residents in Informal backyard and settlement households are affected more by sewage system
issues, such as blockages caused by foreign objects leading to overflows

Perceptions about water (mean scores)

Formal Informal backyard Informal settlement

4 Rags and sanitary items block the sewer 41 , Rags and sanitary items block the sewer 40 4 Rags and sanitary items block the sewer 38
network and causes overflows ' network and causes overflows ' network and causes overflows

> | am impacted by foreign objects being thrown 3.2 | am impacted by foreign objects being thrown > There are sewer overflows because of 38
into the sewer system ’ 2 into the sewer system 3.8 rainfall/blockage '

. . I | am impacted by foreign objects being thrown

3 Sewer system issues impact my daily life 3.2 3 Sewer system issues impact my daily life 3.7 3 into the sewer system 3.6
There are sewer overflows because of There are sewer overflows because of X . . i

4 rainfall/blockage 3.0 4 rainfalliblockage 3.7 4 Sewer system issues impact my daily life 3.6

CITY OF CAPE TOWN n= 3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal
l(ANTAR | LST',)\(SKK?\iﬁﬁ,'\(SPA Q386 — How do you feel about the following statements? 33

*statement only asked for Formal



Access to sewage Sewage provision (%)
services is skewed

towards formal

households and

backyard dwellings, 9 .. 78
with only 32% of

informal settlements
reporting access
Although informal backyard

households previously saw a notable
increase, the slight decline in 2025
still reflects sustained demand from
these dwelling types.

2021/22

78
72
‘ 68

| | ‘
1 202324 | ‘

. 2024/25 Total Formal Informal Backyard

Mitchells
Plain/CT/
Klipfontein

South Khayelitsha/ Northern
Peninsula Helderberg Panorama

APE TOWN n= 3400 Total
[(ANTAR | @ “““““““ 251‘3” Q352 - Does the City of Cape Town’s Water and Sanitation Department or Directorate provide you with any of the following services? © Kantar 2025 | 34



In 2024/25, more stormwater flooding reported, 5°
mostly in informal settlements. Over half of '; 46 25
residents in these areas report serious damage = 14
while formal households have been largely £ 20 32
unaffected. £ 23 28
m
Total Formal Informal Backyard Informal
23 23 17 18
° 39 24 21
N 17 07
Formal o 22 o5
® 22
= 17 33 42
65 %
Total Formal Informal Backyard Informal
21
27 40 31 N 20 e 24 15
Informal Informal o 16 13 29
Backyard Settlement % 28 18 34
= 25 51
36
53 Ja £ 29
n Total Formal Informal Backyard Informal
Yes [ No | am already aware of potential flood risks in my area

B Significant damage ® Moderate damage B Minor damage No damage

n= 3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal
l(ANTAR | @ STy of cape ToWN Q365: We're now going to talk a little bit about flooding. Would you be interested in knowing more about any potential flood risks in your area? © Kantar 2025 | 36
STAD KAAPSTAD Q366: Have you ever experienced flooding on your property due to the following?
Q367: How severe was the flooding?



Spotlight on Informal settlements: Residents consistently highlight the need for reliable access to
basic services — particularly individual taps and toilets - supported by ongoing maintenance.

Flooding concerns are largely attributed to blocked stormwater drains, underscoring the urgency

of infrastructure upkeep

A significant portion of residents (69%) report manhole overflows during rainfall. There has been a rise in requests for
taps and reliable water supply from CCT WSD, along with a 5% increase in demand for individual flush toilets.
Additionally, residents are calling for improved drain maintenance, identifying blocked drains as a major contributor to
flooding.

(% Flooding remains a concern but shows little change. & Water quality remains unchanged
Flooding in informal areas remains stable, with 65% of residents Informal resident satisfaction with CCT WSD drinking
unaffected and fewer sources reported. water service remains stable, with 21% rating it

excellent or very good.

Flood damage from stormwater rose by 3%, prompting calls for WSD

maintain and improve stormwater infrastructure, especially during the Most residents consider tap water safe (72%) and
rainy season. view its supply as reliable (68%).

Water damage to homes increased by 8%, notably in Helderberg and 5% of residents rely on water tanks due to lack of
Khayelitsha. municipal supply

Ay
4

3% of residents impacted by sewage related flooding reported significant

damage, mainly in Mitchells Plain, CT Central, and Klipfontein. Preferred communication methods:

»  Speaking to your councillor
Sending a WhatsApp message
Sending an SMS / text message

70% of residents fear being flooded when it rains, up 6%.

e —————
g 0N
P ———-

own working tap with
out having to share with
someone”

“Each household to be
provided with own
toilets”

“We are in need of
flushing toilets, not
chemical toilets”

“If the city can provide
us with proper taps and
flushing toilets inside
houses”

“The must install storm
water drains because
there are floods when it

/“I would like to have my\

rains”

CITY OF CAPE TOWN
l(ANTAR | @ ISIXEKO SASEKAPA n=1000 Informal Backyard | n=1000 Informal
STAD KAAPSTAD
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Four in ten residents in informal and backyard households are willing
to pay for improved services

Prepared to pay for improved services (%)

Toio! | 2 %
intormal - | 2 13%
Informal backyard _ 43

South Peninsula _ 26
Khayelitsha/Helderberg _ 40 8%
Northern Panorama _ 36
Mitchells Plain/ CT Central/ Kiipfontein ||| |G 2 2

ciTy oF cape own  Only informal settlement and backyard residents were asked
i(ANTAR | ISIXEKO SASEKAPA Base size: n=2000 39
STAD KAAPSTAD

Q403 - Would you be prepared to pay for better water and sanitation services?



There has been an overall reduction in complaints — the majority of which pertain to sewage,
drinking water and the contact centre

Complaint nature (%)

S Billing & Catchment stormwater
(V) 0, 0,

Sewage (8%) Drinking water (4%) Contact centre (4%) accounts (2%)* & river mgt. (1%)**
oo o e O g recorsoit o Fovied oo
Blocked sewer Damaged problem Refunds / " looded 33

- I 35 Called et property
infrastructure : adjustments for ] 12
Flooded oy o) multiple [ 18 water and Damaged or g o
property Leak N 33 times _ o incomplete...
Flooded road I 32 Burst water — reference [Jj 16 my water I 12 catchpit /...- 22
main number... supply... .
Damaged | Pollution of a m >
inf(r)ast:;ljctu.re Water taste [N 28 river, viei,...
verflowing Overgrown
sewage... . 20 Water B 06 vegetation 19
Dirty/uncleane appearance /... .
é/toilets Bl 15 Nuisance M 15
e.g flies/...
Sewage/polluti T Water pressure | 22 (e.g
on of a river,... Water odour or
Vandalised — smell 15
toilets
Sewage: Drinking water: Contact centre:

Backyard: Blocked sewers & drains
Informal: Blocked drains & flooding
Formal: Blocked drains & flooding

CITY OF CAPE TOWN
l(AN I AR | ISIXEKO SASEKAPA
STAD KAAPSTAD

Informal & backyard: Water disruptions, damaged Informal: Issue unresolved, no callback within 1 business
infrastructure, leaks, burst water mains day
Formal: Water taste, disruptions & leaks Formal: Repeated follow-ups, no response

n= 3400 Total | n=1400 Formal | n=139 Drinking water | n=282 Sewage | n=44 Catchment and stormwater river | n=55 Billing and accounts | n=168 Contact centre | 40
**low base size | *Formal only Q375, Q376, Q377, Q396, Q397- What was the nature of your complaint(s)



A small proportion of the sample (2%) complained
about Billing and accounts

~

No. of complaints:

. - » South Peninsula: 11
Complaint nature: billing and accounts % + Helderberg/Khayalitsha: 6

(2% of total sample) : hNAiSEEIrg E?nr}(())?ma: 8

Central/Klipfontein: 30 Y

m 2024/25
m2023/24 70
1
2021/22 Inaccurate bill TEEEE———————— 41

/ They billed us for a leak that wasn't our fault. \

Because they bill me for water | don't use and when we go to the
offices, they don't solve the problem. We must just pay, or they put our
water off
| suggest the municipality offices should provide us with accurate bills

They must make more improvements by providing bills that are easy to
read

Solve account and billing issues quicker so we do not have to walk 6

times to the office lots
They must fix the leaks in my property to avoid high billing /

42
. 12
Refunds and adjustments related ’Ejo Water o — 36 Billing accuracy 12203 SP H/K NP MP
anasewer g complaints n=47 n=20 n=32 n=104
The bill is estimated 21% 34% 19% 29% 17%
A disruption to my water supply - linked to __12 25 The bill i
water management devices 0 higi /;X;Zr‘,/;'\’/ye 17% 24% 18% 14% 16%
Receive a high-water bill o o o o o
for low water usage X B il 2 e
No one comes out to check 11% 19% 49, 6% 12%

my meter

cITy o cape town  N=55 (Billing), low base size
l(ANTAR | ISIXEKO SASEKAPA Q396 - What was the nature of your complaint(s) about the account and billing service?
STAD KAAPSTAD

Q397 - What was the nature of your complaint(s) about the Contact centre?

32



7\
Despite the WSD Customer Charter’s promise to acknowledge all correspondence within one working ene
day, 38% of residents say this hasn’t been their experience. Additionally, 44% say their complaints
remain unresolved or unanswered (mostly amongst Informal and South Peninsula residents)

Complaint resolution

Acknowledged (%)

14 mLess than 1 working Of households that logged a complaint and no
25 day response:
34 38 m 2-3 working days
2023/24 2024/25 - 42% of South Peninsula households (vs. 19% in
24 More than 4 working 2023/24) . . ) )

days - 41% of Mitchells Plain/Ct Central/Klipfontein

29 NO response - 59% (up 8%) of informal households

18 . - 25% (up 7%) of formal households
23
Resolved (%)

- 11 m Less than 1 working Households whose complaints remain unresolved:

day
36 m 2-10 working days - 52% of South Peninsula households (vs. 21% in
2023/24 44 2024/25 2023/24)
25 More than 28 working - Almost 2 in 3 complaints (60%) remain unresolved
days amongst Informal households
_ - 1in 3 (36%) complaints by formal households find no
1 » No resolution resolution (vs.23% in 2023/24)
CITY OF CAPE TOWN n=782 (only those who have logged a complaint with WSD)
l(ANTAR | LSTI:\(SKK()Aiﬁg$§éPA Q378 - How long did it take for the City of Cape Town’s Water and Sanitation Department/Directorate to acknowledge your most recent complaint? 41

Q379 - What was the result of your most recent complaint?



Complaint resolution rates are lowest among informal households. Complaints reflect customer
expectations which may fall outside of WSD mandate.

Complaint resolution (%)

~

“The meter works but it doesn’t show how
much water is being used”

“Toilet pipes were shot and leaking. Our water
is running all the time especially when the
chain gets flushed”

No response/ resolution

More than 28 working days

“No water infrastructure at all”
“We don’t have toilets and taps”
“No toilets ,the sewage water lays in front of

2-10 working days my property, and it stinks, its unhealthy”

“The toilet is leaking at the bottom where the
water flows through”
“Toilet does not flush”

Less than 1 working day

m[otal mFomal wminformal wmBackyard

n=782 (only those who have logged a complaint with WSD)
42

CITY OF CAPE TOWN
l(ANTAR | ISIXEKO SASEKAPA Q379 - What was the result of your most recent complaint?
STAD KAAPSTAD



Overall satisfaction Satisfaction with resolution

with complaint

resolution remains

ave rag e but more % Customers happy with resolution (Satisfied/Very satisfied):
need to be done to Top 2 Box % 59% 49% 32% 38% 56% 43%

improve performance 24

on Billing and 3,0
accounts (which I I 2,6

shows notable

declines)
Formal: 63% Formal: 54% Formal: 49%
Backyard: 59% Backyard: 54% Backyard: 63%
Informil: 52% Informal 41% Informal: 55%
Drinking water Sewage Catchment and Billing and Contact centre Flooding in
Rating scale - 1: Very Dissatisfied 2: stormwater accounts® communal
Dissatisfied 3: Neither satisfied nor sanitation
dissatisfied 4: Satisfied 5: Very type**
Satisfied
n=139 n=282 n=44* n=55 n=168 n=162

iy oF care Towy 1688 (only those who have logged a complaint with WSD), muitiple mention
l( NT R | ISIXEKO SASEKAPA Q380 - How satisfied are you with the response provided by the City of Cape Town’s Water and Sanitation Department/Directorate to your complaint? 44
A A STAD KAAPSTAD *small base size

*Formal only | **Informal only



SMS is the
preferred
communication
channel, followed
by WhatsApp and
email. Informal
households prefer
speaking to a
councilor.

Communication
received from the
City is foremost
flyers, followed by
email, SMS and
WhatsApp.

Communication received (%)

Flyers and information with your water
bill / in the post

©

—

S (NS
—_—
©)
o)

Email

©|
N
N

o
o

SMS / text message

\‘!
—_—

WhatsApp

m'
N

AN

_hw

—

N
N
o

*Accounts

Information from your local Councilor

Public or community meeting with City
officials or Councilors

i

N
-

Social media

_\A«)
o

g67

cose [

TV

Communication preferred (%)

Sending an SMS / text message

Sending a Whatsapp message

Sending an email

Speaking to your councilor

Visiting the nearest municipal office

Sending a letter

Using social media

Calling the City of Cape Town contact
center

Speaking directly to City Officials

City's web-services portal

I

B Total

I Formal [ Informal [l Backyard

n= 3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal
*Only asked of formal residents
Q388 - What type of communication have you received from the City of Cape Town’s

Water and Sanitation Department about water and sanitation services in the last year?
Q390 - What are your preferred modes / types of communication when you 45
communicate with the City?

CITY OF CAPE TOWN
l(AN I AR | ISIXEKO SASEKAPA
STAD KAAPSTAD



Most regions prefer Communication received (%) Communication preferred (%)

communication via _ . 21
Flyers and information with your water )
SMS/ text message, bill / in the post E_ - Sending an SMS / text message
though South | 157
Peninsula and Email ’ Sending a Whatsapp message
15

Northern panorama SMS / text message m Sending an email
prefer receiving e
communication via WhatsApp mf‘m Speaking to your councilor
email. 12

“Accounts :41 ; Visiting the nearest municipal office

-

Information from your local Councilor

—
—
N
n
®
S
=2
>
Q
©
o}
o=
®
-
>
[!c»
—
©

Communication

received from the Public or community meeting with City _ _ _
City is foremost officials or Councilors Using social media
ﬂyerS, followed by Social media 14 Calling the City of Cape Town contact

JEEGEN
N
w

-
w

center

email, SMS and
WhatsApp. v

Speaking directly to City Officials

»

Q5 O

Radio City's web-services portal

oo™

B ot B south Peninsula B Khayelitsha/ Helderberg B Northern Panorama  [l] Mitchells Plain/ CT Central / Klipfontein

CITY OF CAPE TOWN n= 3400 Total | n=1400 Formal | n=1000 Informal Backyard | n=1000 Informal Water and Sanitation Department about water and sanitation services in the last year?
l(ANTAR | ISIXEKO SASEKAPA *Only asked of formal residents Q390 - What are your preferred modes / types of communication when you 45
STAD KAAPSTAD Q388 - What type of communication have you received from the City of Cape Town’s communicate with the City?



There has been an 8% decline in the proportion of formal households that receive their water bills @
directly from the city, however 86% express confidence in the accuracy of their bills

Billing

A total of 86% of formal
households perceive their
water consumption to be
measured accurately

My bill is never accurate because there's no )
proper reading there is a leak on my meter
that | have complained about, and no one

fixed it. )

o/,
1 4 A) My water bill differs every month and the
people that does the reading is not educated

=

How do you receive your monthly bill?

The billis estimated [ MMM
The bill is very high/expensive || KGN 7
Receive a high water bill for low _ 12
water usage
No one comes out to check my _ 11
meter
The amount is always different ||| N 7

Water not measured
correctly/inaccurate reading _ /

J

) | do not receive bills from the city of - 4
We also get billed according to the value of Cape Town
our property, which is unfair

J

®m How do you receive your monthly bill?

n=1400 Formal

l(ANTAR | @ FoIXER SASERAPA Q391 - How do you receive your bill at the end of the month?

Q392 - Do you think your water consumption is accurately measured?

Q393 - Why do you think it is incorrectly measured?

© Kantar 2025 | 46



The 8% drop in formal households receiving bills directly from the City is primarily due to fnd

decreases in Northern Panorama and Mitchells Plain/CT Central/Klipfontein

This can be partially attributed to a growing number of households receiving bills from landlords/rental agents, particularly in
Northern Panorama. Concurrently, there has been an uptick in households not receiving bills, while areas most affected
include Khayelitsha/Helderberg and Mitchells Plein/ CT Central/ Klipfontein, the increase in areas such as South Peninsula and
Northern Panorama underscores the necessity for a targeted communication strategy by area.

Monthly bills (formal household

Khayelitsha /

Mitchells Plein /

Total residential South Peninsula Northern Panorama CT Central /

types) % Helderberg i .
Klipfontein

2024 2025 2024 2025 2024 2025 2024 2025 2024 2025
Receive it directly from the City of 78 70 76 75 74 71 86 70 76 68
Cape Town
Don’t receive a bill 12 17 11 16 21 21 5 12 11 17
Receive it from my landlord/rental 10 13 13 9 5 8 9 18 13 15
agent

l(ANTAR | @ E‘T‘TE%ESEEESPAN ?)Zl)ﬁo?::vrvng you receive your bill at the end of the month? © Kantar 2025 | 39



Awareness of the City App and E-services is currently low, contributing to the
underutilisation of these offerings as well as lower satisfaction with services

o

Less than a third of formal residents are aware of the City App this wave and only half of the City’s formal dwelling residents are
aware of E-services. Resident’s knowledge of a right to contribute to proposed tariff changes in the budget cycle has also
declined. Improved awareness will lead to increased engagement across these offerings, which in turn could enhance
residents’ perception of service efficiency and responsiveness — key drivers of overall satisfaction.

Awareness (%)

Total residential

South Peninsula

Khayelitsha /

Northern Panorama

Mitchells Plein /
CT Central /

Formal only Helderberg Klipfontein
2024 2025 2024 2025 2024 2025 2024 2025 2024 2025
E-services 50 49 54 61 41 47 63 54 48 43
City App 40 31 37 22 25 30 53 32 45 e
Your right to have a say on 31 21 27 17 27 16 33 24 35 24

prospective tariff charges during the

budget cycle

ICANTAR |

©

CITY OF CAPE TOWN

ISIXEKO SASEKAPA
STAD KAAPSTAD

n=1400 Formal

Q410 - Which of the following are you aware of, if any?
Q394 - Are you familiar with e-Services? This is an online service to help you manage your municipal affairs and City Services. For example, you can submit
your water-meter reading via e-Services each month?

*Formal households only

© Kantar 2025 | 40






Improved
communication is an
area of focus for 2025

Maintain: Improved performance = limited
impact on PSQ index. Reduced performance
= significantly reduced PSQ index

Invest: Improved performance = significantly
improved PSQ index. Reduced performance
= significantly reduced PSQ index

Build: Improved performance = significantly
improved PSQ index. Reduced performance
= limited impact on PSQ index

Consider: Improved performance = limited
impact on PSQ index. Reduced performance
= limited impact on PSQ index

Summary of opportunities for improvement

B Northern

Panorama

Further invest - top priority

Further build - high priority

Communication about water
supply/availability interruptions

Maintain - high priority

The communication received
from the City of Cape Town’s
Water and Sanitation
Department regarding water
and sewage services

E Mitchells Plain /

CT / Klipfontein

The communication received
from the City of Cape Town’s
Water and Sanitation
Department regarding water
and sewage services

Communication about water
supply/availability interruptions

D Khayelitsha/

Helderberg

Communication about water
supply/availability interruptions

The communication received
from the City of Cape Town’s
Water and Sanitation
Department regarding water
and sewage services

The duration of these
interruptions to water
supply/availability

The Catchment Stormwater
and River Management
Services provided

The sewage services provided

B South

Peninsula

The communication received
from the City of Cape Town’s
Water and Sanitation
Department regarding water
and sewage services

The Catchment Stormwater
and River Management
Services provided

ICANTAR |

STAD KAAPSTAD

crvor carerown | N=3400 total | n=610 South Peninsula | n=995 Khayeltisha/ Helderberg | n=784 Northern Panorama | n=1011 Mitchell's Plain/CT
@ ISIXEKD SASEKAPA Central/ Klipfontein

© Kantar 2025 | 51



Spotlight on South Peninsula: Resident concern over water and sewage service
quality continues as overall satisfaction declines, while flooding worries ease and

billing perceptions remain steady

0 Water quality

*  67% of residents feel that tap water is safe to
drink, 7% less than last year.

=  78% of residents believe that the supply of tap
water in Cape Town is reliable.

¢ Stormwater and flooding
6406
*  11% of residents have experienced flooding this
past year, a -13% drop from last year. Damage
due to flooding however, has increased.

=  Stormwater satisfaction has declined by -20%,
with Stormwater blockages being the main
reason.

Sewage and sanitation

g

»  60% (T2B) of residents feel that their sewer
system issues impacts their daily life, 5% less
than 2024

63% of residents feel that there has been no
change in the sewage services provided by WSD

Service satisfaction -Water quality T2B

Water pressure I 206 (-15)

Drinking water services I 21 (-24)

Drinking water taste IS 23 (-19)

Drinking water odour I 24 (-19)

Water damage due to flooding (%)

+40)

66 (
Yes

Service quality — Sewage (%)

(+14)
63

(-18)

It has improved

There has been no
change

34 (-40)
No

Service satisfaction — Sewage
(%)
Poor mm 6

Fair msssss 19

Good eeEssEEESSEEEE———— 54 m

Very good mmmm 17
Excellent m 4

2N

Put in meters where people can
buy their own water, in that way
they will manage it

They must always have
maintenance done on the
sewerage pipes

Household visits to elderly people
if they need to enquire about bills
etc

Better flow of water in household
taps ,as pressure is very low and
slow

We do our own maintenance; they
always take too long to come.

Drains must be cleaned and
maintained regularly, especially

before winter as blocked drains
cause flooding /

= Formal

= [nformal

= Backyard

South Peninsula n=610
T2B: ‘Top two box’

CITY OF CAPE TOWN
l(AN IAR | ISIXEKO SASEKAPA
STAD KAAPSTAD

Q386: How do you feel about the following statements?

Q369: How do you rate the directorate regarding the following statements

Q366: Have you ever experienced flooding on your property due to the following?
Q367: How severe was the flooding?

Q370: Has the quality of the following services changed over the past year?

52



Spotlight on Mitchells Plain/CT Central/Klipfontein: Satisfaction with drinking water
services has declined, and fewer residents are satisfied with billing services compared

to 2023/24, while concerns about sewage and drainage persist
0 Water quality and usage

=  Only 21% of residents feel that drinking water

services have improved.

=  The main suggestions from informal and
backyard areas are to add more taps, while at
an overall level, residents recommend
improving drainage and sewage systems to

prevent flooding.

Q Stormwater and flooding

6L0

=  Only 21% of residents are satisfied with
stormwater and river management services,
while just 19% are aware of potential flood risks.

= 55% of residents identify stormwater as a cause

of flood damage.

Service satisfaction — drinking water T2B (%)

Smell/ odour of water T T 20 (-6)
Drinking water services —m— 28 (-9)
Appearance/ colour of water ——— 28 (-10)

Taste of water w27 (-10)

Excellent
Very good
Good

Fair

Poor

Service satisfaction — Catchment stormwater and river management (%)

11

I 14
v
EEEEE——— G
I 14

Service quality — sewage (%)

Service satisfaction — sewage (%)

o

11

They should take responsibility of
water meters that's leaking. That
is their responsibility to fix but
they are billing us according to
their negligence.

In our area every week there is a
pipe that has burst. | think they
need to change the pipes.

| have nothing to say maybe the
municipality should just put new
pipes in our area because nearly
every week the pipe bursts and
we are affected always.

The drainage system is pathetic
and causes major floods and
potholes the city can do proper
job by fixing the drainage system.

n/

L (+8) Excellent mm 4
Sewage and sanitation (-2) (-6) 64 Very good  mummmmmm 19
12 20 . = Formal
= 63% of households have a flushed toilet inside. — - Good 46 ﬁ
. o It has ltshas  There has Fair  n—— 20 = Informal
= Top suggestions for sewage services include detoriorated improved  been no Poor mmmmm 11
adding more flush toilets and upgrading existing change = Backyard
infrastructure.
n=1011 Mitchells Plain/CT Central/Klipfontein
CITY OF CAPE TOWN g%%swmwo o to talk a little bit about flooding. Would you be interested in knowi bout tential flood risks i ?
VWWere now going to talk a little bit about Tlooding. ou OU be Interesied In KNowing more about an otential 1100d risks In your area’
l(ANTAR | @ XK aAsEKAPA Q367:How severegwagthe flooding? o g ’ ye g 33

STAD KAAPSTAD

Q369:We are now going to talk a little bit more about the services provided by the City of Cape Town’s Water and Sanitation Directorate. How do you rate the directorate regarding the following statements
Q370: Has the quality of the following services changed over the past year?






WSD performs strongly across businesses of all sizes, with small businesses rating it particularly
high on trust, overall satisfaction, and performance compared to other providers

Summary of means

Total
Overall performance of the WSD 3.7
Trust in the WSD 3.8
WSD'’s fulfilment of role as public service 37
provider ’
WSD compared to other public service 38
providers '
Overall satisfaction with WSD 4.1

Rating scale - 1: Poor 2: Fair 3: Good 4: Very Good 5: Excellent

Small

3.7

3.8

3.7

3.9

4.2

Medium

3.7

3.8

3.6

3.8

4.1

Business Business size

Large

3.6

3.7

3.7

3.7

4.0

90% (+8%)

Receive accurate
bills

69 0/0 (+6%)

No change in
drinking water
service quality

560/0 (+23%)

Aware of new
City App

mst want to say the stop tap that

was implemented is a great idea. Now
when a pipe bursts, it only affects a
small area.”

“Most importantly, they need to have
better turnaround times when fixing
problems. Our last complaint was
about feces streaming out of our drain.
It took the City six weeks to come and
fix it.”

“They must allocate a competent
person to assist businesses directly
when they log a complaint. They
should not have to go through a call
center.”

“Businesses must be informed when

Qre are shutdowns or interruptionsy
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Improving communication
around water supply and
outages, along with
reducing the frequency and
duration of interruptions,
could further enhance
business satisfaction with
WSD services

Maintain: Improved performance = limited
impact on PSQ index. Reduced performance
= significantly reduced PSQ index

Invest: Improved performance = significantly
improved PSQ index. Reduced performance
= significantly reduced PSQ index

Build: Improved performance = significantly
improved PSQ index. Reduced performance
= limited impact on PSQ index

Consider: Improved performance = limited
impact on PSQ index. Reduced performance
= limited impact on PSQ index

Summary of opportunities for improvement

B Small

Further invest - top priority

Further build — top priority

The Catchment Stormwater and River
Management Services provided

The number of interruptions to the
supply/availability of water

Maintain - high priority

Communication about water
supply/availability interruptions

B Medium

Large

The communication received from
the City of Cape Town’s Water and
Sanitation Department regarding
water and sewage service

The condition / state or water quality of the

[ ] : .
closest river, vlei, canal, wetland or pond

The communication received from the City of
Cape Town’s Water and Sanitation Department
regarding water and sewage services

The condition / state or water
quality of the closest river, viei,
canal, wetland or pond

The Catchment Stormwater and River
Management Services provided

The number of interruptions to the
supply/availability of water

Communication about water supply/availability
interruptions

The duration of these interruptions

to water supply/availability The number of interruptions to the

supply/availability of water

Communication about water
supply/availability interruptions
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WSD’s PSQ performance in 2024/2025 reflects a mixed trajectory.

— While business satisfaction improved by 9 points (PSQ index: 86),
residential satisfaction declined by 13 points (PSQ index: 43), with the
steepest drops in Formal, Northern Panorama, and South Peninsula
regions. Informal dwellings and backyard households reported the
weakest performance, revealing a 52-point gap between formal and
informal residents — underscoring the persistent impact of socio-economic
disparities and service access.

— Small and medium-sized businesses showed increased satisfaction, but
WSD lost traction with large enterprises.

Key service drivers remain unchanged since 2023/24:

— Sewage services and water supply interruptions (frequency and duration)
perform at an average level.

— Communication about water and sewage services, especially supply
interruptions, continue to underperform.

— These challenges vary by region and dwelling type, highlighting the need
for targeted, segmented strategies to improve service delivery and
communication.

Drinking water services

— While businesses report improvements in all elements of water service,
concerns persist around the frequency and duration of service
interruptions.

Among residents:

Formal households rate water services highly, but there has been a slight
decline in hygiene factors (odour, taste, pressure) and they report
the lowest satisfaction with supply interruptions.

Informal settlements seek improved maintenance of existing infrastructure
and a reliable water supply.

Informal backyard households maintain stable ratings, though water
quality and pressure remain top improvement areas.

Across all segments, communication about water and sewage services,
especially regarding interruptions, is consistently below expectations and
requires focused improvement.

Sewage services

Sewage and sanitation challenges continue to disproportionately affect
residents in informal settlements, where only 32% of dwellings have
access to sewage services. The lack of flush toilets significantly impact
daily living conditions.

Residents in informal and backyard households experience the effects of
sewer system issues more acutely than those in formal areas, highlighting
the urgent need for targeted infrastructure upgrades and equitable service
delivery.

While overall satisfaction with sewage services has improved among business
customers, persistent issues remain across both formal households and
businesses.

Formal households report frequent problems with blocked sewers in roads
and blocked drains on private property.

CITY OF CAPE TOWN
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— Businesses echo similar concerns, adding overflowing manholes and
flooded roads to the list of challenges.

— These recurring issues highlight the need to maintain and strengthen
sewer infrastructure to ensure reliable service and prevent disruptions.

Flooding

Flooding remains a widespread concern across household types, with informal
and backyard households disproportionately affected.

— 89% of homes where floodwater entered are informal.
— 70% of residents in informal and backyard settings fear flooding.

— Key causes include stormwater overflow, sewage backups, and burst
mains.

— Businesses also report flooding impacts, particularly to roads and
property, underscoring the need for targeted infrastructure upgrades and
improved drainage systems.

Complaints

Complaint resolution performance has declined, with an 8% decline in
resolution rates. On average, 4 out of 10 complaints remain unresolved.

— Disparities are evident across household types: 60% of informal
households received no response or resolution vs. 36% of formal
households reported unresolved complaints.

— Overall satisfaction with complaint handling remains average, highlighting
the need for improved responsiveness and equity in service delivery.

Communication

— Formal residents preferred communication from the City is email, SMS
and WhatsApp.

— WhatsApp and SMS is on the rise amongst informal households and
backyard dwellers. Local councilors are still a preferred means of
communication amongst Informal households.

— The City requires a continued nuanced approach to communication
tailored to access to digital/online devices, airtime and WhatsApp.

Billing
— Overall, residents and businesses believe their water consumptions is
measured accurately — this needs to be maintained.

Conservation

— Water conservation behaviour is consistent amongst residents, and
businesses remain focused on intensifying water conservation efforts.

Catchment & stormwater

— Large businesses require WSD to focus on the condition of open water
sources such as rivers, and the catchment services provided such as
damaged infrastructure.
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Regions

Hygiene factors across regions continue to perform above average — odour,
appearance of water. However, key issues remain.

— In South Peninsula communication about water and sewage services
requires focus, as does resolving the number and duration of supply
interruptions.

— Mitchells Plain / CT Central / Klipfontein and Helderberg/ Khayelitsha
regions encounter similar challenges with services — these are improve
sewage services, management of water disruptions, and improved

communication from the City in general and about interruptions to service.

In the Central region communication about Catchment stormwater is also
important.

— As per 2024, Northern Panorama residents would like improved
communication in general and about water supply disruptions and
reduced disruptions. The duration of interruptions and water pressure is
an area of further focus.
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Caring

- Targeted interventions:
Prioritise underperforming
regions and informal areas

- Improve regional service
delivery: Prioritise sewage
upgrades, interruption
management, and
stormwater communication

- Focused service strategy
by dwelling type

- Accelerate complaint
resolution: Strengthen
response systems

- Environmental focus:
Address concerns to build
trust with large enterprises

Accountability

- Focus on key drivers:
Improve performance on
sewage and supply
interruptions

- Enhance communication:

Prioritise clarity and
consistency in messaging

- Improve complaint
handling

- Maintain metering
standards

Openness and
transparency

- Segmented strategy:
Address regional and
dwelling-type nuances in
service delivery and
messaging

- Communicate what falls
within WSD’s mandate

- Improve communication

- Segment communication:

Use WhatsApp/SMS/local
councillors for informal
areas; maintain email/SMS
for formal residents

- Segment business
strategy: Sustain
momentum with SMEs; re-
engage large businesses

Innovation

Future strategies could
include digital tools or smart
infrastructure to support
service delivery

Consider digital platforms
like to reach diverse
communities/community
networks

Service excellence

Sustain hygiene
standards: Maintain above-
average delivery on core
services

Support conservation:
Reinforce and expand water-
saving initiatives

Infrastructure focus: Invest
in drainage systems, flush
toilets, and tap maintenance
in informal areas and/or
communicate about these.

Strengthen core services:
Continue investing in
infrastructure and
interruption management
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