
The City’s Revenue & Customer Relations Management 
Department offers an appeal process for customers who disagree 
with the final outcome of an investigation into their billing 
problem. Please remember that ONLY after you have exhausted all 
existing processes to resolve your dispute can you use this Appeal 
Process. 

You can use the Appeal Process by writing directly to the City 
Manager. You have the right to dispute the outcome of the 
findings of an account query by appealing in writing directly 
to the City Manager. The letters must be addressed to The City 
Manager, City of Johannesburg Metropolitan Municipality, PO Box 
1049, Johannesburg, 2000. You must ensure that you clearly mark 
the envelope with the words “APPEAL AGAINST FINDINGS OF 
INVESTIGATION INTO A CUSTOMER QUERY.” 

The appeal process is a legally constituted process and so we want 
to ensure that no correspondence in this regard is accidentally 
misplaced or misdirected. Letters can also be hand delivered to 
The Office of the City Manager, 2nd Floor Council Chamber Wing, 
Metro Centre, 158 Loveday Street, Braamfontein, 2001.

The Appeal Process is as follows:

• �The letter of dispute is received by the Office of the City 
Manager and forwarded to the Revenue & Customer Relations 
Management Department.

• �The disputed query is then reinvestigated and a comprehensive 
report prepared for the Office of the City Manager. The report 
will include:

- The input document (detailing the initial investigation ticket);

- The original letter sent to the Office of the City Manager;

- All support documents related to the query;

- �Recommendation on resolution by the Revenue & Customer 
Relations Management Department.

The City Manager receives the input document, together with the 
Revenue Recommendation, and makes a decision .The customer 
will then be informed of the City Manager’s decision in writing. 
The City Manager’s decision is final and binding. 

The entire process must be completed within 14 days of 
receipt of the letter in the City Manager’s office.

Appeal Process Only Available as a Final Option

Contact us:

011 375 5555
Joburg Connect – one number for all billing queries  

related to the City of Johannesburg 

• Fault reporting, account queries and general enquiries

• Joburg Water – for account queries and to report  
water / sanitation / sewer service problems

• City Power – for account queries and to report electrical problems

Other numbers to remember:

Fraud and Corruption Hotline
0800 002 587

Emergency Connect – for life-threatening emergencies only
011 375 5911

Fax proof of payment for reconnections to the  
Credit Control Department

011 358 3164

Register to get your statement by email by logging on  
to the City’s website

www.joburg.org.za

Report change of postal address for account statements
statements@joburg.org.za

Joburg Connect at 011 375 5555
Fax to 011 381 9377

Send proof of payment to
cashcollections@joburg.org.za

fax: 011 358 3044 / 3843
or by hand to your nearest
Customer Service Centre
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Just hanging in the City: 
Johannesburg is alive with options 
and opportunities.

Disconnected? Here’s 
what to do!

Appeal process only 
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Having trouble 
getting your 
statement by  
e-mail?
Around 145,000 (almost 18%) of the City’s customers have 
registered to receive their statements via email. While it is 
normally quick and easy to organise, some people do have 
trouble with the initial registration.  Don’t give up!! It really is 
easy, and this is how the setup works:

Step 1.

• Log onto the City’s website: www.joburg.org.za

• Select the Register for e-Services button

• �You will be asked to enter certain personal information and 
to choose a Username and Password

Step 2.

• Log on with your Username and Password

• �Select Account by Email, click on the Register Your 
Email Address

• Complete the fields

• Select I Agree and the Submit Form button.

• �You will receive your account each month via email and in 
the post

If, however, you have registered and you cannot view your 
statement, this is probably because the print status indicator on 
our side of the system is set to ‘No’, and it needs to be set to 
‘Yes’ for you to view or print your statement. In this case, simply 
email us at statements@joburg.org.za or fax the following 
information to 011 381 9377:

• Name of account holder and account number 

• �ID number of account holder, or company registration 
number in the case of companies

• VAT number, in the case of companies 

• Physical address of the property

• Postal address where statements should be sent 

• Contact person, in the case of companies 

• Home and work telephone numbers

• Mobile number, if available 

• �Email address so that we can link your account and send 
statements via our website 

• Name and contact details of next of kin

Once we have received notification and this information from 
you, we will change the status of your account and allow you to 

receive your emails.

Don’t let this happen to your business...

Sink and swim
Want to sink a borehole on your property? You need the permission 
of the Director of City Planning, who will make a decision in terms 
of town planning regulations. A written application must be made, 
showing the location of the borehole and details of the pump and 
storage tanks. The application must include a copy of the title deeds 
to the property. 

Borehole water may only be used for watering gardens, unless a 
special certificate is obtained from the City’s Health Department, 
which must be renewed annually. The borehole water supply may 
not be connected to the pipes connected to the City’s water supply. 

Pouring money down the drain
City of Johannesburg residents have enjoyed a hot, dry summer. 	

�However, great weather comes at a cost, and that cost 
is the scarcity of water, especially as the traditional dry 
winter months are just ahead of us. With just a little 
effort and thought you can cut your water bills - and 
help the environment in saving our most precious 
commodity. Think before you turn on that tap! Go to 
any Joburg Water Customer Service Centre or their 
website at www.johannesburgwater.co.za for great 

water saving ideas.



DETAILS

This column confirms previous payments and / or details of 
amounts owing from previous months.

Electricity
This combines all figures from the Consumption column to give 
the total number of kilowatt hour units. The figure in the right-
hand column, under “Amount”, is the rand price. 

Water Services
This combines all figures from the water section of the 
Consumption column to give the total number of kilolitre units. 
The figure in the right-hand column, under “Amount”, is the 
rand price. 

Assessment Rate
This is a figure based on your land value, to which a formula has 
been applied based on such factors as the area you live in and the 
type of dwelling. The figure is calculated as follows:

Land value X rate in Rand Value = Annual Assessment / 12 = 
Monthly Charge (there is an additional rebate on domestic 
dwellings). 

Rebates
In certain cases, such as pensioners, special discounts apply. These 
will be listed under the Details column. 

 

Every month the Council sends out over 800 000 accounts. Many consumers have difficulty 
understanding the various codes and items on their accounts, which can lead to unnecessary 
frustration, confusion and disputes. This explanation will tell you everything you need to 
know about reading your account, and help you understand if there are any problems on 
your account before it’s too late.  (Midrand accounts are presently different, but will soon be 
changed to the same format.)

CONSUMER DISCONNECTION CARD

ACCOUNT: 
2069999999

DISCONNECTION DATE: 2007-03-14
STAND: 
00000433-00000

J.M Smit

 
 

2 DASH STREET,KENSINGTON 

KENSINGTON 
 

DEPOSIT ADJUSTMENT
 

CUT-OFF FEE
 

AMOUNT IN ARREARS
R 8677.81

AMOUNT PAYABLE
R 8677.81

THE SERVICE SUPPLY TO THESE PREMISES, AS REFLECTED ABOVE, HAS BEEN DISCONNECTED AS THE ACCOUNT IS IN ARREARS OR NO AGREEMENT 

HAS BEEN SIGNED WITH THE CITY OF JOBURG. PLEASE BE ADVISED TO PAY THE AMOUNT STATED AND PRODUCE RECEIPT AND IDENTITY DOCUMENT 

TO THE CREDIT CONTROL COUNTER, AT 61 JORISSEN STREET, THUSO HOUSE, OR FAX PROOF OF PAYMENT TO 011-358 3164 or 011 358 3110. AS A 

RESULT OF THIS TERMINATION ADVISE, AND IN TERMS OF THE CREDIT CONTROL BY-LAW, YOU MAY BE SUBJECTED TO THE NEW DEPOSIT CRITERIA 

AND COSTS OF NEW INSTALLATION OF SERVICES. 

Account Enquiries: (011) 375-5555.  

Use this number ONLY for enquiries and not to negotiate 

repayments or arrangements. 

 
Remittance advice as per account (Attach copy). 

PAYMENT CAN BE MADE AT COUNCIL OFFICES BETWEEN 7:30 AND 15:30 DURING WEEKDAYS 

AND SATURDAYS BETWEEN 8:00 AND 11:00 AT THUSO HOUSE.  

ALL PAYMENT ARRANGEMENTS NEED TO BE MADE AT COUNCIL OFFICES AND NOT TELEPHONICALLY 

THIS FORM MUST ACCOMPANY YOUR PAYMENT  

RECONNECTION TIME CAN TAKE 72 HOURS 

Any consumers found to have illegally reconnected their services or colluded with any COJ official / 3rd party, to have the service reconnected, will 

have their entire service connection removed, and criminal prosecution will be instituted.

All accounts should be paid monthly in full on or before the due date

 
CREDIT CONTROL 

CITY OF JOHANNESBURG 

Do you understand your statement?
VALUATION 

Land Value: this is used to calculate 
the rates reflected on your account. 

Improvement Value:  this refers to the built structure. At 
present, only the land value is used to calculate the rates 
reflected on your account. However, this is due to change 

to include both land and improvement values.

METER READINGS

Service
The first column on the far left lists codes such as ME01 or MW08.

• ME01 is the code for a typical domestic electricity meter 

• MW08 is the code for a typical domestic water meter 

In the case of large companies which use so much water that the meter 
dial turns over several times a month, a “factoring meter” is used. This 
will have a code such as X20, which means that the meter reading must 
be multiplied by 20 to get the correct figure. Most domestic accounts list 
only one electricity meter, but businesses often use three-phase electricity 
and have three meters listed under Service. 

Meter number
Each Council meter has its own unique number. 

Previous and Current
These columns show the meter reading figures for the previous and 
current months. Where a Council official has been unable to read the 
meter, these will be estimates, based on previous averages. 

Cons
Short for Consumption. This column translates the meter reading figures 
in the previous column into actual consumption units, either kilowatt 
hours (electricity) or kilolitres (water). 

 
ACCOUNT NUMBER

Your personal number which should be 
quoted in all communication with 

the City.

DEBT BUCKETS 
OR BOXES

These show the amount in arrears for the 
various monthly periods, and current 

balances. 

Being disconnected from the power or water supply is very 
frustrating, inconvenient and expensive. To avoid the hassle, 
always pay your account on time, but if you do get cut-off, 
here’s what’s involved.

Power 
Many customers think that they are only at threat of being cut-off 
when they haven’t paid their account for a few months. The truth is 
very different. When the balance brought forward from one previous 
month is reflected in the overdue box on your account, then you are 
already scheduled in the system for cut-offs with the Credit Control 
Department.  Bear in mind that you are billed for consumption already 
used, so we are already billing in arrears.

1. AGREE THAT THE DISCONNECTION IS WARRANTED?

You will have received a Disconnection Notice, which will have been 
left with a resident or somewhere on the premises (such as the post 
box). Firstly, check that the notice is addressed correctly, with both 
your name and residential address.  Then check that the account 
number stated corresponds to yours. If this is all correct, review the 
amount stated as outstanding and, considering your recent payment 
history, decide if the calculations are correct.

Assuming that all of this information is correct, what do you 
do next?

Pay the outstanding amount 

This can be done at any Absa bank branch (branch code: 632 005, 
acct. number: 4054398463), any City of Johannesburg Customer 
Service Centre or pay point (which are based throughout the regional 
offices or at Thuso House, 61 Jorrisen St., Braamfontein), or at any 
Easy Pay service provider.

Should you be unable to pay the amount in full and wish to make an 
arrangement to pay it off over time, you must come into the City’s 
office at Thuso House in Braamfontein, or go to the Roodepoort, 
Randburg, Sandton or Midrand regional offices only. 

When you have paid or made arrangements to pay, call Joburg 
Connect on 011 375 5555 to register your payment, and you will 
receive a reference number. You must then fax your proof of payment 
immediately to 011 358 3164 or 011 358 3110, marked with your 
reference number. Call back 30 minutes later and, by quoting that 
reference number, the consultant will be able to confirm that your 

reconnection request has been processed. Proof of payment received 
prior to 4.30pm will ensure same-day processing. For residents’ safety, 
reconnections are not done late at night.

Third Party Payments (such as Internet transfers or payments  
made through Easypay outlets such as Checkers, Woolworths, 
Pick’nPay, etc.) can take up to 5 days to reflect on your account.  
Remember that reconnection instructions will only be given  
once the outstanding payments are reflected on your account. 

Emergencies
If you have been disconnected and you have an emergency situation 
(such as a young baby, a patient on a ventilator, or other serious 
situations requiring electricity), call Joburg Connect, explain your 
situation fully, and the consultant will take measures to have your 
reconnection processed much sooner. This is the case whether you 
have paid the outstanding amount or not. However, should we 
discover that the emergency stated is false, your services will be 
removed completely as it will be considered fraud.

 
2. DISPUTE THE DISCONNECTION?

Should you not agree with any of the details given in the 
Disconnection Notice (such as the contact name, address, account 
number or amount outstanding), please call Joburg Connect 
immediately on 011 375 5555 to log a query. Joburg Connect will 
then generate the reconnection and your 
account will be excluded from the remainder 
of the disconnection process until the query 
has been resolved. 

3. FAILURE TO ACT

If you don’t respond to the Disconnection 
Notice within seven days, the City will remove 
your services completely, (Level 3 cut-off). In 
this instance, you will be required to pay the 
outstanding amount in full, with cash or a 
bank guaranteed cheque. This can only be 
paid at Thuso House, Braamfontein. Once 
these payments have been made, you will 
need to go to City Power’s depot and apply 
and pay for a new service.

Water 
The process is the same for water as for power, except that, 
in domestic cases, the water is severely restricted rather than 
disconnected. In commercial instances, however, the water is 

disconnected.

Call Joburg 

Connect on 

011 375 5555  

with any 

queries  

regarding  

accounts.

Disconnected? Here’s what to do!


