
In March 2025, we asked 5,308 residents across 202 informal settlements in 8 municipalities about fixing 
communal services.

Data collection results: How do residents report faults
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Send a WhatsApp to the Municipal 
WhatsApp line

91% 37% 64% 69% 40% 30% 58% 54% 55%

Send an email to the fault reporting 
email address

6% 21% 8% 20% 4% 1% 22% 10% 13%

Report it using the municipality’s app/
website

1% 29% 10% 19% 6% 0% 17% 15% 15%

Visit the customer care centre 1% 8% 14% 14% 9% 0% 32% 10% 12%

Report it to another resident 3% 20% 3% 10% 7% 3% 18% 4% 9%

Report it to the cleaner/janitor 2% 23% 2% 11% 0% 2% 2% 4% 7%

Report it to the ward councillor 16% 40% 10% 32% 48% 68% 69% 23% 34%

Report it to a ward committee member 23% 26% 10% 28% 30% 2% 61% 13% 23%

Report to a community leader 13% 23% 14% 26% 51% 1% 53% 24% 26%

Report it to the service provider/contractor 0% 13% 5% 12% 8% 0% 20% 6% 9%

Municipal toll-free number 5% 4% 6% 15% 8% 0% 64% 14% 14%

Community WhatsApp Groups 2% 6% 3% 32% 27% 1% 39% 15% 16%

Public spaces (libraries) 0% 0% 1% 7% 3% 0% 35% 1% 5%

FINDINGS:

•	Persistent challenges: Even when faults with taps and 
toilets are reported promptly through official channels, 
residents struggle to get them fixed.

•	Minor issues: Most problems are small and easy to repair.

•	Community willingness: 79% of residents said they 
would fix communal taps, toilets, and pipes themselves 
if given tools and basic training.

•	Role of fault-reporting platforms: Essential for municipal  
response, monitoring, and accountability.

•	Preferred reporting channels: Municipal WhatsApp 
lines, ward councillors, and through community leaders.

Basic training and tools can fix minor faults

RESIDENTS IN THEIR OWN WORDS: Improving waste management 
•	I would be more than willing to help my community. We can’t always wait for the councillors, they  

sometimes take time and we need things done ASAP. (Buffalo City)
•	[We need] community residents working together to avoid extortion and creating self-developed 

community, because we know that our councillor is useless to us. (Cape Town)

•	[We need] people to work with and financial help, not many people want  
to work for free. (Johannesburg).

•	[We need] working materials for plumbers. Sometimes in the morning, when we get to  
the JoJo tanks we find that there’s no tap. (Tshwane)
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https://asivikelane.org
https://www.facebook.com/Asivikelane
https://twitter.com/asivikelane
https://www.instagram.com/asivikelane/
https://www.youtube.com/channel/UC3HqErWhrV6hxLY0xWzMz7w
https://www.facebook.com/SA.SDI.Alliance/
https://www.gatesfoundation.org/
https://ewseta.org.za/
https://asivikelane.org
https://planact.org.za
https://european-union.europa.eu/index_en
https://www.facebook.com/profile.php?id=100067087715895
https://www.dag.org.za
https://www.facebook.com/profile.php?id=100071179693550
https://www.seco-cooperation.admin.ch/en
https://www.gov.za/issues/national-development-plan-2030
https://www.giz.de/en/worldwide/312.html
https://abahlali.org
https://1to1.org.za
https://www.dbsa.org/
https://co-impact.org
https://www.giz.de/en/regions/africa/south-africa

