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They are also a
key point of engagement between local government and the people they serve. A municipality speaks directly
to its citizens when it sends them an invoice for services rendered. Having citizens/customers understand the
tariff charged is therefore a key component for transparent local governance.

Tariffs offer a unique opportunity for municipalities to inform, educate and influence their customers and to
establish a communication which is transparent, accurate and customer-oriented. By communicating how
tariffs are calculated and which strategic decisions the municipality is making around its finances, consum-
ers’ willingness to pay may be affected...

The purpose of is to assist municipalities to communicate transparent and under-
standable tariffs to citizens. It takes citizens’ concerns regarding tariffs as its starting point, and suggests a
set of basic methods and some good ideas that can be used to explain tariffs. It also recommends communi-
cations methods to inform citizens regarding tariffs.

The tools for explaining tariffs derive from the guide, which covers how tariffs are deter-
mined by calculating the cost of a service and then developing tariff policies, which result in a tariff structure
and actual tariffs.

The guide is written with a citizen-oriented focus and is tailored for small to medium-sized municipalities,
where small but tangible changes in the communication on tariffs are preferred over more complex options.

The target audience for the publication is municipal officials looking for inspiration on how to improve com-
munication on tariffs and Councillors who need to respond to the concerns of their constituents.
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Communicating tariffs

= an example from Mymuni

is guide shares the story of good tariff communication practices in
Mymuni. These examples are simple, realistic, and practical for any other

municipality to implement.

In this Guide, municipality refers to all local government structures, including

local councils.

§ Qs M A &

Last year in December the CFO (Chief Financial Of-
ficer) reported to council that revenues for the first half
of the financial year had fallen and that he was wor-
ried about covering all the budgeted costs. He blamed
the economic recession and increased unemploy-
ment, and proposed that planned maintenance be put
on hold to cut costs. However, the technical manager
opposed this, as service interruptions were increasing
due to infrastructure failures.

They decided to table the problem at council. Council-
lors were worried, as they had seen service delivery
protests increasingly reported on the TV news. That was
not the kind of publicity Mymuni wanted. So they man-
dated the finance and technical portfolio committees to
jointly propose a way forward.

What Mymuni citizens wanted to know about tariffs

At its January meeting, Council decided to implement a
campaign to encourage citizens to pay for services. The
idea was get citizens to understand tariffs, why they
needed to pay for services, and the consequences of
not doing so.

They formed a small task team to plan and drive the
campaign, consisting of the CFO, Technical Manager,
Communications Officer (CO) and three councillors
who volunteered. The CFO was at first sceptical about
consulting citizens, but he agreed to be on the task
team, to ensure that the approach was practical, cost-
effective and did not raise citizens expectations that
could not be met.

COMMUNICATING TARIFFS

TRANSPARENT TARIFFS @ 1



The CO, Sarah Sibakhulu, suggested that they first find
out what citizens knew about tariffs, and what ques-
tions they had. She proposed that she and the three
councillors speak to people themselves, to find out.
They decided to start internally to practice - after all,
they were also citizens who paid tariffs.

Speaking to officials and councillors

Sarah proposed speaking to small groups that she
called ‘focus groups’. She explained that it was not
necessary to speak to everyone, as a representative
sample would give the same result. They spoke to
25 of the 250 officials, and all 20 ward councillors,
as they were to consult their local committees. Each
group was asked just two questions

What do you know about tariffs? (i.e. what you pay
for municipal services)
What questions do you have about tariffs?

Speaking to citizens

The task team then spoke to citizens in informal
settlements, low-cost housing areas, middle class
suburbs and the well-off area as well as business peo-
ple and heads of institutions. They started with local
area or ward committees, dividing them into 3 smaller
groups, which then shared their responses. After
speaking to all the local committees, they realised
that they were not hearing any new questions, so the
sample was probably sufficiently representative.

Sarah analysed the responses and identified the most
common and important concerns. The tariff task
team (TTT) then developed responses to just these
concerns, and decided how best to communicate
each response to citizens. They realized the value of
including the CFO and Technical Manager, as they had
many of the answers.

MORE ABOUT e @ @

Guidelines for focus groups

A focus group is a small group interview (about 5 people)
used to get in-depth views or feedback, test a proposal, or
understand people or a situation better. Participants can
be chosen as a random sample, or be leaders in a com-
munity or sector.

A focus group needs to have a clear purpose, e.g. to con-
sult community leaders on the proposed tariff increases.
A focus group usually has one session of one to two hours,
depending on the extent of content or complexity of the
matter.

You need a well-formulated question or set of questions
(max. 5), and responses and key points are noted by a
scribe. You can ask further questions to explore what
comes up in the group. Try to get balanced participation
by asking for the views of quieter people.

Allow brief discussions, but don't let the process get side-
tracked.

Before running focus groups in the community, test-run
one internally with a group of officials and/or councillors,
and then review and evaluate the session with them. This
allows you to practice, learn from feedback, see how
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9 What am | paying for?
|

The Mymuni tariff task team decided that this information needed to be readily available to all citizens.
The CFO thus prepared a chart for water services, that showed the different direct costs, the overhead

cost and subsidy. The chart showed an imaginary water bill cut into pieces, to show how the total monthly
cost is made up of different costs.

COMMUNICATION METHODS

The team decided this information would communicated
* inthe Mymuni website and in the newsletter
o in an article in the local newspaper

e the chart would be explained to all councillors, who would in turn show and explain to the
local/ward committees.

all service payment desk officials would have the charts on hand and be able to explain them to
citizens, if they enquired.

COSTS included in a WATER BILL

the cost of
E maintenance
1 and repairs

<ORERATION AND |
MAINTENANCE
COSTS

the cost of bringing
water from its
source

water services
staff costs L_

BULK WATER
PURCHASE COST

the cost of
infrastruc-
ture such as
reservoirs
and pipes

DISTRIBUTION
SYSTEM

OVERHEAD

the cost of COSTS

providing free
basic water

the cost of puri-
fying water

.....:(:)TH

ER COSTS /1

technical development
costs

Photos on this page from Water Supply Services,
0&M Handbook, Northern Cape

COMMUNICATING TARIFFS

TRANSPARENT TARIFFS @ 3




CEM =)

9 How are tariffs determined?
| |

Many citizens had this concern, and also wanted to know if everyone paid the same tariffs.
The task team decided that to understand this, citizens would need to be aware of

o how the baseline cost is calculated

e the tariff schedule, based on tariff policies

COMMUNICATION METHODS

e tariff setting process, see below

e tariff schedule, example on next page | PUBLISH TARIFFS

Test /

affordability of

The TTT decided to present the diagrams
*  onthe website

the tariff
¢ as one-page A4 fact sheets that could be used as flyers Reviso il
¢  print the fact sheets in A3 format to use as posters Select a tariff{ i | baseline tariff
(made by printing the A4 fact sheets to A3 or A2 size) Strucits :

Ma:ke some "’"‘%-!
strategic  *
B — . decisions
| Revise primary |5

_____baseline / l

TARIFF SETTING PROCESS ‘ Calculat [ ——
Choose a
/’/T baseline unit

Calculate primary

. in a simple information brochure '

baseline
Determine VA
what it Improve data
really costs over time
to provide a
service V . .
' UetEsiE) v EXAMPLE of a double-sided brochure (folded in 3)
I demand
; Rt ‘PUE”SH;R'FFS Understanding tariffs
Gather data .
Revli,se plfimary
TARIFF SETTING PROCESS ey —:S.e-ﬂe,
i -4l
s T A R T l Calculate primi; |f|

Det har anvan - b
din VAavgit t e
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Mymuni Municipality
COSTS in Mymuni currency Afri (Af)
%
TARIFFS RESIDENTIAL 2010/11 | 2011/12 T
The first 15000 (50000 for those earning less than 3500 per 0,0058 0,0063 8,62%
month) of value of all residential property is exempted from prop-
@ AL ZRELS erty rates. All property valued above these amounts is subject to
the percent per Afri
Q T Basic availability levy 27,00 34,00 25,93%
e/ J Consumption charge per KwH (Kilo Watt Hour) consumed 0,85 1,07 25,88%
Basic availability levy per stand or meter connection 57,75 61,22 6,00%
Consumption charge per month per KI (1000 litres)
1-6KI 0,00 0.00 0,00%
l Water 7-15KI 5,73 6,07 5,93%
é 16 - 30KI 7,65 8,10 5,88%
31-40KI 9,11 9,65 5,93%
Above 40KI 10,96 11,61 5,93%
Sanitation/ Premises are used exclusively for residential purposes - per month 76,90 81,53 6,02%
Sewerage
Solid Waste/ Per standard container or bag. 1 removal per week - per month 76,45 81,04 6.00%
m Refusal
removal
INDUSTRIAL/BUSINESS %
JARIEES and OTHER INSTITUTIONS 2010/11 | 2011/12 | 00459
Industrial, Hotel, Business, Guest House 0,0115 0,0124 7.83%
% Property Rates All property valued is subject to the percent per Afri
Basic availability levy (Tariff A1 - Delivery - 400/230 Volt) 650,00 807,42 24,21%
Consumption charges:
Q Electricity ;
|7 KVA - demand per Kilo Volt Amperes 128,14 141,22 10,20%
KwH - Kilo Watt Hour per unit consumed 0,27 0,34 25,93%
Basic availability levy per stand or meter connection per month 57,75 61,22 6,00%
Consumption per month per KI (1000 litres)
Water 1-30KI 7,78 8,24 5,91%
é 31- 40K 8,99 952|  590%
Above 40KI 11,48 12,16 5,92%
ﬂ Sanitation/ Per toilet per month 76,90 81,53 6,02%
Sewerage Per urinal per month 38,45 40,78 6,06%
e | Solid Waste/ | Per standard container for three (3) removals per week 299,48 317,45 6,00%
m Refuse
removal —
DID Yoy KNow?
-that 5 rising
gock tariff en.
Refer to the Mymuni Tariff Policy for further information on how tariffs are set. U.l'ages water
Comments on tariffs can be given via the Mymuni Call Centre 0000 000000, SaVlng!
See also page 8 showing information on the back of this »Tariff Schedule« page
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Property Rates

Property rates is a tax levied on the assessed
value of property to pay for non profitable ser-
vices delivered by the municipality such as
street lighting and disaster management. It is
a tax and not a value added service charge
therefore it attracts no VAT.

This year’s increase in your property
rates bill is as the result of the revaluation
of property values which takes place every
three (3) years.

Electricity

The cost of providing electricity to consum-
ers includes the purchase of bulk electricity
and the operation and maintenance costs of
the municipal distribution system to distrib-
ute it to consumers within the municipally
boundaries.

This year’s increase in the cost of elec-
tricity is principally due to the large in-
crease in cost of bulk purchases by the sup-
plier of electricity.

o

é
Water

The cost of providing water to consumers in-
cludes the purchase of bulk water, its storage
and the operation and maintenance costs of
the municipal distribution system to distrib-
ute it to consumers within the municipally
boundaries.

Description of rates, service charges and increases in the charges

This year’s increase in the cost of wa-
ter is principally due to the increase in op-
eration and maintenance costs resulting
from the need to repair large sections of
leaking pipes in the older distribution sys-
tem.

Sanitation/Sewerage
The cost of providing a sanitation/sewerage
service includes the return flow of waste wa-
ter as well as sewerage and the operation and
maintenance of eco friendly treatment works.
This year’s increase in your charge,
apart from inflation adjusted salaries and
wages, is due to an upgrade in the sewer-
age treatment works to more eco friendly
standards.

Solid Waste/Refuse removal

The cost of refuse removal includes not only
collection and removal of solid waste but also
the operation and maintenance of complex
land fill sites which preserve the environment.
Street cleaning and hazardous waste man-
agement are also part of the service.

This year’s increase in your charge is
principally due to the increase in the oper-
ational costs associated with the manage-
ment of the land fill site.

COMMUNICATING TARIFFS




COMMUNICATION METHODS

page fact sheet for each of the key questions.

The TTT also decided that all councillors and service payment desk officials should understand and be
able to explain different fact sheets to citizens, and that this was best done visually, using diagrams. They

contracted a consultant with expertise in developing visual communication materials to develop a one

Councillors were then trained to use these fact sheets to communicate this information to local/ward
committees. The fact sheets were put on the Mymuni website, on municipal notice boards, and one was

published each month on a new Did you know? feature page in the Mymuni newsletter.

EXAMPLES of budget fact sheets

Municipality
Financial year

1. CITIZENS BUDGET

Where does the money come from
in my municipality?

The municipality’s
INCUME GRANTS FRom NG

CITIZENR

OTHERS

OTHERS

MUNICIPALITY'S
MONEY

DIRECT COSTS =
WATER
ELECTRICITY
WASTE COLLECTION
The municipality’s
EXPENCES

CAPITAL COSTS = CLINICS, LIBRARIES, PROJECTS  SALARIES = OVERHEAD COSTS

Short narrtative text
Facta fron the MNICIPALITY. sum zzrilit dolore er

sum vulputpat. Rud tat alit wis eu feugiam zzrilit
augue mincil illa con henim 7 dolutpat. Ut voles-
sim diam, sequat. Unt adio et vel utat wisse min vel
ullutat et etumsandre feuisimt eu faccum quis elenit
praestis autem vel etumsandre feuisimt e faccum
quis elenit praestis autem vel umsandre feuisimt eu
faccum quis elenit praestis autem vel utpat iure tie

FACTS

about this issue

cugait ver iriure min hent luptat.
Unt wis et laorperit vero commy nullam zzriu-

reril erostrud magnit am quisl ex ero dolorpero
dionsequisi eugait ver iriure min hent luptat.

Uostrud magnit am

Unt wis et laorperit vero commy nullam zzriu-
reril erostrud magnit am quisl ex ero dolorpero
dionsequisi eugait ver iriure min hent luptat.

UUnt wis et laorperit vero commy nullam
zzriureril erostrud magnit am quisl ex ero dolorpero
dionsequisi. eugait ver iriure min hent luptat.

Unt wis et Init am quis] ex ero dolorpero dionse-
quisi eugait ver iriure min hent luptat.

UUnt wis et laorperit vero commy nullam
zzriureril erostrud magnit am quis] ex ero dolorpero
dionsequisi. eugait ver iriure min hent luptat.

Unt wis et laorperit vero quisl ex ero dolorpero

dionsequisi.

B eS|

2, CiTizEng BUDGET

How js ¢,
- e mOne
in my Municip, g,isp?

nt

The municipality’s INcomE

Housing @
N\ -

Short narrag

FACTS
about this jsgy,q

Unt wis
. etlaorper;; -
reril erostyy PErit vero cop,
¢ m .
dionsequiar & ™8It am quig] gy o MUILAm 271y
Vo €ugait ver iriure mj 0 dolorperq
Strud magnit oy, in hent Jypgy.

Do you belieye
&2 Do you wang
0 know Mmore?
Contact ys
at......

nt wis ef
Z2riurer] erggyy, d magnit sl ex ero do, lorpero
lonsequis; eugait ergnutfmmhe t luptat,
nt wis et 2 €10 dolorpery g; onse-
nit I
AM quis] ex e g, lorper,

nt wis et -
Zzriureri] em,-ml ;"rpem Vero commy
onsequisi, eygagy 51t Am quisi ex opg
nt wigop 8t ver iriyre i, h ”er" dolorper,
8 €tlaorper;; ent Juy
dionseqyjc: Perit verg gy, ptat.
sequisi quisl ex er g,
5 olorpero
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9 How do Mymuni tariffs compare to tariffs in other
municipalities?

This question was mainly asked by business people. The Mymuni TTT decided to do a comparison of
tariffs for trading services with three similar municipalities.

However, they realized that higher or lower tariffs could not be considered good or bad in themselves,
as low tariffs may be based on a failure to cover the necessary costs and poor service quality, while high
tariffs could indicate full covering of costs and a high quality service.

COMMUNICATION METHODS

As most citizens might simply want the lowest tariffs, they decided to only communicate the

comparison to business people, and to explain the above, and assure them that Mymuni was committed

to providing high quality services at reasonable costs

o via email

* ata business roundtable meeting with the Mayor and Municipal Manager to present and discuss the
new budget and tariffs.

It is a good idea to compare your tariffs to those of other similar municipalities, to get a sense if your
tariffs are too high or too low. However, this should not be done out of context. Tariffs need to be bench-
marked together with service levels and quality, and the respective cost structures involved.

Low or high tariffs are not good or bad in themselves, but raise questions as to why they are low or
high, and what the consequences of such tariffs will be.

For example, low tariffs could be based on either efficiency, or neglecting to cover full costs, e.g. by skimp-
ing on maintenance. High tariffs could also be either a sign of inefficiency, or covering all the costs entailed
in providing a good and sustainable service, e.g. by maintaining infrastructure properly.

MORE ABOUT @ ® ®

Guidelines for benchmarking

To benchmark means to compare with a standard. The municipalities should be willing to share information on
origin of the term is that a set measurement was actually ~ good practices that enable high standards, to help each
marked on a workbench, for example by a carpenter who  other serve citizens better.

needed to cut a number of planks to the same length.

Today, benchmarking commonly refers to inter-or- Benchmarking methods include

ganisational comparison of performance standards. It is * accessing published performance standards

usual to compare your organisation’s performance with ¢ requesting information on standards, e.g. via email
the best practice example available, and then try to equal e an interview with a relevant person (face-to-face or tel-

or exceed this standard. ephonic)

Benchmarking can also lead to learning how a high e going on ‘learning journeys’ to visit other organisations
standard is achieved, though businesses are generally un- to see and hear about their performance standards
willing to share such information with competitors. However, and good practices.

8 ® TRANSPARENT TARIFFS COMMUNICATING TARIFFS



plained to them, discussed and practiced

? How is my bill calculated?

Many citizens wanted to know how to read and understand their bills and how these were calculated. The
task team decided to ensure that all councillors and service payment desk officials could show citizens how

to calculate a bill and explain the tariff structure on which the calculation is based, using the tariff schedule
and calculation examples. They should also be able to explain how to understand the bill itself

To achieve this, the CFO developed and presented a two-hour training session in which this was ex-

COMMUNICATION METHODS

improve the layout of bills to clearly show the consumption, tariff and cost per tariff block, i.e. the
actual calculation

give bill calculation examples for different consumer types, and for different consumption levels
where the rising block tariff applied

put an info page on the website on HOW BILLS ARE CALCULATED
DID YOU KNOW? boxes on all bills. A new tip and interesting fact about tariffs and municipal

finances can be presented each
month, in a simple and graphic way

MARS MUNICIPALITY page 2

EXAMPLE of an good

practice bill layout
from the Water
Research
Commission:

Towards standards for

municipal invoices in
South Africa

orders@wrc.org.za

COMMUNICATING TARIFFS
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Invoice Details

Property rates

Subtotals

Totals
R 326.67
)‘\ Period 31days
ERF 99 99 Residential property
Property rates 'R900000 x R0.04/12 R 326.67
VAT R 00.00
Electricity R 592.80
0 Period 31 days Meter number 0001123
Meter readings 234 (actual reading taken on 31/12/2008)
= 1234 (estimated for the period 01/01/2009 to 31/01/2009)
Usage 1000kWh
Usage Charge 1000 kWh at R0.47 / kWh R 470.00
Fixed Charge R 50.00
VAT R25.11
0e VVater R 204.49
_‘. Period 31 days Meter number 26981
6 Meter readings 123450 (actual reading taken on 30/12/2008)
123474 (actual reading taken on 31/01/2009)
Usage 24 000 litres (24 kilolitres)
Usage Charge (6000 litres free basic water)+(6000 litres at R3.33/1000 litres)+ R129.38
(8000 litres at R7.10/1000 litres)+(4000 litres at R13.15/1000 litres)
Fixed Charge R 50.00
VAT R25.11
Sewerage R103.14
Period 31 days
Usage 13 000 litres (13 kilolitres)
Usage Charge (3866 lies free) + (3867 lies at R4.01/1000 lires) + (5155 R6047
litres at R8.52/1000 litres) + (112 litres at 9.32/1000 litres)
Fixed Charge Based on stand size R30.00
VAT R12.67
P Refuse R47.88
Period 31 days
m Fixed charge R42.00
VAT R5.88
‘This month’s charges (incl VAT) ‘ R1 274.98‘
AGE ANALYSIS
Total amount outstanding This month's charges  30-60 Days 60-90 Days 90 Days + Installment plan
R 1346.48 R 1274.98 R7150 R0.00

R0.00

Please return this slip if you pay

Invoice Number | 0123456/12
Mrs AB Chetty
1 Blue Avenie Total Due | R 1346.48
Blueridge Date Due | 1 March 2009
9876

Total Amount Enclosed

Easy Pay, Post Office, ABSA City of, Account number: 123456789, Branch code: 632778, Reference: 0123456/12
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9 Why is the tariff increase necessary?
|

The Mymuni TTT realized that though increases where ‘a fact of life’, they were nevertheless a very
sensitive issue, particularly if an increase was more than the inflation rate, as it directly affected citizens’

pockets. They decided that in order for citizens to understand why the increase was necessary, the mayor
should explain tariff increases for major services, as part of her budget speech.

COMMUNICATION METHODS

The CO arranged for the Mayor’s speech to be reported in the local paper, as a good summary, which she
provided. The speech (which she helped to write) also explained the importance of citizen’s understand-
ing the Mymuni budget and tariffs and of paying for services. She also arranged for the local commu-

nity radio station to broadcast the speech, followed by a phone-in programme, with the Mayor and CFO
present to respond to callers’ questions.

The budget speech and Citizens Budget summary were put on the Mymuni website
and in the newsletter, as this had been standard practice for some years already.

Excerpt from the

i the cost of bulk
' And now we semces. e ki
cpocch & ”;)me to the issue At times we ne‘eff e has
wpeeet . to increase taritis ’
. = i by 15%,
o taf;fis f(?tl; know, by more than the mcretasale c}; ! {r,of
. ’ ' :
1Cesr‘licipyalities inflation rate, %ue; T
mlz)vide most local ~ but when this 18 ppehne e
o e are pi
i - the case, W -
Sem??s s committed to fully town. Ff)rtlgzd tOy,
et explaining why We do;; ; ?he do
is i ncre
s is necessary- i
T e Wi'n:flg o by 15%, as tlheolr)ltélk
1z
;O Chfgicetgey This year we have wfater 11:)&16 Zof
or wha' ‘ h water
tance .
i d use, one ins . S
I"ece“(;ee? ?0 cover the water tariff costs‘ gilng ved
o Orcosts Without will increase by pr(r)‘\[rl}ces
. : ile i - e
(t)}l:e income from 9%, while infla S
3 0,
our payments, tion is only §A. .
}\;Ie cannot deliver The reason 18 tha
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Internal tariff communication in Mymuni

The Mymuni TTT realized that good public communica-

tion on tariffs required well-informed councillors and

service officials, and that this in turn required good

internal communication on tariffs. They proposed the

following methods

e The finance portfolio committee (FPC), which was
responsible for the tariff policy, should also oversee
internal learning and training related to tariffs for
both councillors and service officials

e The CFO would work with the HR/training manager
and CO to develop and present short tariff training/
learning/discussion sessions for officials and coun-
cillors

* Understanding tariffs was introduced as a session
in service improvement training for customer ser-
vice and payment desk officials, and in the budget
training for all councillors

* The CO was mandated to develop simple and
graphic materials for use in both internal and public
tariff communication, based on five key diagrams/
tables, as essential of tools for communicating and
explaining tariffs. See the tariff communication
checklist on page 14.

The Mymuni approach was to link and strengthen tariff
learning and communication to existing processes

and structures wherever possible, particularly those
concerning budgeting, billing and payment.

The tough questions — and opportunity for
internal communication and learning!

The Mymuni TTT realized that there were various dif-
ficult questions, to which they had not responded. Few
people asked such questions, so they decided not to
provide public responses to these questions, but to be
prepared to deal with them when necessary on an in-
dividual basis. They proposed that the finance portfolio
committee (FPC) take up this task. (The Mymuni FPC
was chaired by the Mayor, and they knew she was not
one to duck a challenge.)

The FPC soon discovered that this challenging exercise
led to real learning. The CFO proved invaluable as a
source of expertise on difficult financial issues. The
discussions were so interesting that they decided to
share and discuss the outcomes with all councillors in
monthly ‘learning meetings’.

Learning sessions

At Mymuni, they had already discovered that you don’t
need training in order to learn. Learning sessions

are possible wherever there is an issue of concern, a
challenge, question or problem to solve. Just make the
time, get the right people in the same room and start
talking. All you need is a clear objective and a good
chairperson/facilitator. A flipchart is the most useful
tool in such sessions.

In addition to developing solutions and improvements,
the added bonus is that such learning enhances inter-
action with colleagues and job satisfaction.

Existing structures and processes

The Mymuni TTT decided decided to use existing struc-
tures to communicate about tariffs wherever possible.
They decided to

* present and discuss tariffs at council, ward commit-
tee and ratepayers association meetings.

e include tariffs in municipal forums and public
hearings on budgets, organized and advertised as
annual events at the appropriate time.

* encourage face-to-face direct communication by
well-informed councillors and officials

e use community radio, which is widely listened to
by poor and rural communities, as well as others.
Use your local station to communicate municipal
information, including on budgets and tariffs.

The last two methods were important for reaching
poor and illiterate/semi-literate people who don’t ac-
cess print or electronic media, and who are often in
difficult financial circumstances.

COMMUNICATING TARIFFS
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TARIFF COMMUNICATION TOOLS’ CHECKLIST

Tariff communication tools (TCTs) Mymuni
1 Clear tariff schedules for trading/billed services \/
2 Tariff process diagram/flowchart \
3 Summary of tariff policies \
4 Trading service cost-structure diagrams \
5 Cross-subsidization diagram \
6 All tariff communication tools (TCTs) are on the municipal website N
7 TCTs are shared in the municipal newsletter \
8 TCTs are posted on municipal notice boards \
9 Copies of TCTs are available to citizens on request \
10 | TCTs are shared in a local newspaper v
11 All counc.illors and service staff -have,. under§t§nd and can use N

hard copies of the TCTs to explain tariffs to citizens

12 | TCTs are presented and explained to local/ward committees \

13 TQTs are presented in life skills/civic education lessons in local N

high schools

14 Tariff increases are presented and explained on local radio pro- N

grammes
ADD YOUR OWN IDEAS \/

COMMUNICATING TARIFFS
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What am | paying for? How are tariffs
determined? How is my bill calculated?
Why is the tariff increase necessary?

COMMUNICATING TARIFFS takes citizens’ concerns

regarding tariffs as its starting point, and suggests a set of basic
methods and some good ideas that can be used to explain

tariffs. It also recommends communications methods to inform
citizens regarding tariffs. The purpose is to assist municipalities to
communicate transparent and understandable tariffs to citizens.

The guide is written with a citizen-oriented
focus and is tailored for small to medium-
sized municipalities, where small but
tangible changes in the communication on
tariffs are preferred over more complex
options.

A USABLE DOCUMENT AIMED AT:

» Municipal officials looking for
inspiration on how to improve
communication on tariffs.

» Councillors who need to build
responses in relation to concerns
among its constituents.

The tools for explaining tariffs derive from
the SETTING TARIFFS guide.

|

ENTS
THE TRANSPARENT TARIFFS TOOLBOX HAS FIVE COMPARTM

Q

SETTING
TARIFFS

DEVELOPING A
TARIFF POLICY

COMMUNICATING
TARIFFS

THE TARIFF
MODEL

THE USER
GUIDE

Takes the munici-
pality through the
process of develop-
ing transparent and
understandable
tariffs. The guide
deals with all as-
pects of tariff setting
apart from the actual

Supports the munici-
pality that wants to
develop a transparent
and understand-

able tariff policy. The
goal is an accurate
description of a tariff
setting process as a
reflection of the finan-

Tools for the munici-
pality to communicate
transparent and
understandable tariffs
to citizens. It takes citi-
zens’ concerns regard-
ing tariffs as its starting
point, and suggests a
set of basic methods

Provides an opportu-
nity for the municipal-
ity to go from theory
to practice. By insert-
ing actual numbers
and real data into the
excel-based model,
tariffs for individual
services can be

A supporting tool

for practitioners of
municipal finance to
easily use the tariff
calculation model
once they have
worked through the
Setting Tariffs guide. It
provides step-by-step

calculation. cial strategy of the that can be used to calculated. guidance on how to
municipality. respond to these. use the model.
TRANSPARENT TARIFFS is —~ )
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