
Metro fault reporting systems don’t work for informal settlements

METRO

% of 
residents 

who reported 
faults

% of faults 
reported 

more than a 
week ago

% of faults 
reported  

more than a 
month ago

Buffalo City 60% 97% 54%

Cape Town 68% 85% 65%

Ekurhuleni 72% 72% 56%

eThekwini 90% 96% 81%

Johannesburg 49% 63% 44%

Mangaung 60% 100% 100%

Nelson Mandela 
Bay

92% 87% 77%

Tshwane 54% 88% 69%

TOTAL 78% 89% 72%

This month, 69% of residents told us that there was currently something wrong with their tap 
or water tank, and 58% said there was something wrong with their toilet. When residents report  
these faults, the turnaround time to fix them is extremely slow. 89% of residents told us that they 
had been waiting for the fault to be fixed for more than a week after reporting it. 72% said that they 
had been waiting longer than a month. “There are no repair services provided. We have to fix it our-
selves where possible,” a female resident from Johannesburg said.
In informal settlements, as many as 50 people often depend on the same toilet, and many more 
depend on a single tap. For this reason, informal settlement taps and toilets need frequent repairs 
and maintenance. “Most of our taps are broken. It's not enough for our community,” said a male  
resident from eThekwini.
Despite this desperate need, metro fault reporting systems fail informal settlement residents  
because their apps are not user-friendly and aren’t able to locate taps and toilets. Metros are often 
simply too understaffed to deal with the influx of faults reported and don’t follow up on the work of 
contractors. This results in poor turnaround times and a lack of responsiveness. Despite the ongoing 
poor performance by metros, 78% of residents told us that they were still reporting current water 
and sanitation faults.
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Detailed results and comments from residents themselves are available at: www.asivikelane.org

Co-funded by 
the European Union

participating in this round: 
3668  residents 
64%  female residents
339  settlements 

Note: The results for Mangaung are for water only, not for sanitation.
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