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1. INTRODUCTION 

 

1.1 This is a Report of the Public Protector issued in terms of section 8(1) of the 

Public Protector Act, 1994, which provides that “The Public Protector may, 

subject to the provisions of subsection (3), in the manner he or she deems fit, 

make known to any person any finding, point of view or recommendation, in 

respect of a matter investigated by the Public Protector”. 

 

1.2. This report relates to an investigation into allegations of undue delay by the 

functionaries of the City of Tshwane Metropolitan Municipality (the 

Municipality) in resolving incorrect electricity billing account since July 2025. 

 

1.3. The report is submitted in terms of sections 8(1) read with section 8(3) of the 

Public Protector Act, which empowers the Public Protector to make known 

the findings of an investigation, to affected parties for such persons to note 

the outcome of the investigation and to implement the recommendations, 

where applicable: 

 

1.3.1. The Manager of the City of Tshwane Metropolitan Municipality, Mr Johann 

Mettler; and 

 

1.3.2. Mr Nsizwa Mbuyane, the Complainant. 

 

1.4. The Public Protector’s mandate is derived from section 182(1) of the 

Constitution of the Republic of South Africa, 1996 (the Constitution) and the 

Public Protector Act, to promote accountability, transparency, and fairness in 

the public sector. The Public Protector continuously reviews and monitors the 

information gathered from complaints lodged with the office, with the view to 
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identify the underlying root cause of the problems, complaints or undesired 

events within relevant public bodies or authorities. 

 

1.5. The aim is to formulate and establish corrective actions to at least mitigate, if 

not eliminate, those root causes and to produce significant long-term 

improvements in public administration. 

 

1.6. The point of departure is that any complaint might be a symptom of an 

underlying organisational failure, inter alia in areas such as systems, 

procedures, and human error, by addressing the underlying deficiencies in 

the systems that are the causes of complaints. The Public Protector aims to 

reduce the number of individual complaints, in turn, working collaboratively 

with stakeholders to get the problems resolved and to provide constructive 

feedback that will enable it to address the root causes of complaints and 

prevent recurrence. 

 

2. THE COMPLAINT 

 

2.1. The complaint was lodged by Mr Nsizwa Paul Mbuyane (the Complainant) 

on 17 December 2025. In the main, the Complainant alleged, inter alia, that:  

 

2.1.1. In July 2025, he received a municipal billing statement account reflecting an 

amount of eighty-one thousand rands (R81 000.00). Upon enquiring with the 

functionaries of the Municipality regarding the calculation of the above-

mentioned exorbitant electricity bill, the Municipality informed him that his 

previous electricity meter was defective; 

  

2.1.2. A new electricity meter was installed at his property in May 2025 by the 

functionaries of the Municipality. He does not use a prepaid electricity meter 

but an old traditional external electricity meter. As a result, he was neither 

informed of nor aware that his old electricity meter had been replaced; 
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2.1.3. The Municipality later revised his electricity charges retrospectively to 2022, 

asserting that the old electricity meter readings for that period were incorrect. 

However, they were unable to explain why this discrepancy was only 

discovered in 2025; and 

 

2.1.4. He is unable to comprehend the significant increase in his electricity charges, 

which rose from approximately three thousand rand (R3000.00) per month to 

R81,000.00 in July 2025. Despite this, the Municipality maintains that the 

updated electricity meter readings are accurate. He has made several 

enquiries to the Municipality but has not received any meaningful response 

or resolution.  

 

3. POWERS AND JURISDICTION OF THE PUBLIC PROTECTOR  

 

3.1. The Public Protector is an independent constitutional body established under 

section 181(1)(a) of the Constitution of the Republic of South Africa,1996, to 

strengthen constitutional democracy through investigating and redressing 

improper conduct in state affairs.  

 

3.2. Section 182(1) of the Constitution provides that:  

 

3.3. “The Public Protector has the power as regulated by national legislation – 

 

(a) to investigate any conduct in state affairs, or in the public 

administration in any sphere of government, that is alleged or 

suspected to be improper or to result in any impropriety or prejudice;  

(b)  to report on that conduct; and 

  take appropriate remedial action”.  

 

3.4. Section 182(2) of the Constitution directs that the Public Protector has 

additional powers and functions prescribed by legislation.  



Report of the Public Protector 

   
 

7  

3.5. The City of Tshwane Metropolitan Municipality is an organ of state in terms of 

section 239 of the Constitution, and their conduct amounts to conduct in state 

affairs. As a result, the complaint falls within the ambit of the Public 

Protector’s mandate. The Public Protector has the powers and jurisdiction to 

investigate this matter, and its mandate was not disputed by the Municipality.  

  

4. ISSUE IDENTIFIED FOR INVESTIGATION 

 

4.1. Based on the analysis of the complaint, the following issue was identified to 

inform and focus the investigation: 

 

4.1.1. Whether the functionaries of the City of Tshwane Metropolitan Municipality 

unduly delayed resolving incorrect billing for electricity on Mr Nsizwa Paul 

Mbuyane’s account, and if so, whether such conduct is improper conduct as 

envisaged in section 182(1)(a) of the Constitution and amounts to undue 

delay in terms of section 6(4)(a)(ii) of the Public Protector Act, 1994. 

 

5. INVESTIGATION 

 

5.1. Investigation Process 

 

5.1.1. The investigation into the complaint was conducted in accordance with 

section 182(1) of the Constitution and sections 6 and 7 of the Public Protector 

Act. The Public Protector Act confers on the Public Protector the sole 

discretion to determine the format and procedure to be followed in conducting 

any investigation. 

  

5.1.2. The investigation process included an exchange of correspondence with the 

Complainant and the Municipality. Documents obtained during the course of 

the investigation were analysed and evaluated. The process also included 

consideration and application of the relevant law and prescripts. 
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5.2. Approach to the investigation  

 

5.2.1. The investigation was approached using an enquiry process that seeks to 

determine: 

 

5.2.1.1. What happened?  

 

5.2.1.2. What should have happened?  

 

5.2.1.3. Is there a discrepancy between what happened and what should have 

happened, and does that deviation amount to maladministration? 

 

5.2.1.4. The question regarding what happened is resolved through a factual enquiry 

relying on the evidence provided by the parties and independently sourced 

during the investigation. In this particular case, the factual enquiry principally 

focused on whether the functionaries of the Municipality unduly delayed 

resolving an issue of incorrect electricity billing. 

 

5.3. Key Sources of Information  

 

5.3.1. Correspondence and documents 

 

5.3.1.1. Email from the Complainant to the Public Protector, attaching the complaint 

form, dated 17 December 2025;  

 

5.3.1.2. Municipal statement invoice received from the Municipality, dated 13 August 

2025; 

 

5.3.1.3. Copies of complaints lodged by the Complainant with the Municipality, dated 

19 August 2025; 
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5.3.1.4. Municipal statement invoice received from the Municipality, dated 09 January 

2026;  

 

5.3.1.5. Notice of investigation in terms of Rule 23(1) from the Public Protector to the 

Municipality, dated 21 January 2026; 

 

5.3.1.6. Response received from Mr Nceba Mqoqi (Mr Mqoqi) the Divisional Head of 

the Collection and Revenue Recovery of the Municipality, dated 26 January 

2026; and 

 

5.3.1.7. Adjusted municipal statement received from the Municipality, dated 26 

January 2026. 

 

5.4. Legislation  

 

5.4.1. Constitution of the Republic of South Africa, 1996;  

 

5.4.2. Municipal Systems Act, 2000;  

 

5.4.3. Public Protector Act, 1994; and 

 

5.4.4. Electricity Supply By-Laws, 2023.  

 

Other prescripts 

 

5.4.5. City of Tshwane Credit Control and Debt Collection Policy, 2023/24.  

 

5.5. Case Law  

 

5.5.1. BIR Investments (Pty) Limited v City of Johannesburg Metropolitan 

Municipality (2023/049538) [2025] ZAGPJHC 1050 
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5.5.2. K2012190864 (Pty) Limited v City of Johannesburg Metropolitan Municipality 

(8538/2022) [2023] ZAGPJHC 1178 (26 September 2023) 

 

6. DETERMINATION OF ISSUES IN RELATION TO THE EVIDENCE 

OBTAINED AND CONCLUSIONS MADE WITH REGARD TO THE 

APPLICABLE LAWS AND PRESCRIPTS 

 

6.1. Whether the functionaries of the City of Tshwane Metropolitan 

Municipality unduly delayed resolving incorrect billing for electricity on 

Mr Nsizwa Paul Mbuyane’s account, and if so, whether such conduct is 

improper as envisaged in section 182(1)(a) of the Constitution and 

amounts to undue delay in terms of 6(4)(a)(ii) of the Public Protector Act 

 

 Common cause  

 

6.1.1. The Complainant is a resident and registered owner of a property within the 

area of jurisdiction of the City of Tshwane Metropolitan Municipality, 

Nellmapius, Pretoria. He receives municipal services from the Municipality, 

for which he is billed monthly. 

 

6.1.2. In May 2025, the functionaries of the Municipality installed a new electricity 

meter at property of the Complainant. 

 

Issues in dispute 

 

6.1.3. The issue in dispute is whether the functionaries of the Municipality acted 

appropriately and expeditiously upon receipt of the complaint regarding the 

incorrect billing for electricity on the Complainant`s municipal account. 
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 Complainant’s version 

 

6.1.4. The Complainant alleges that the Municipality unduly delayed resolving an 

incorrect electricity billing dispute despite his repeated enquiries. 

 

6.1.5. He states that in July 2025, he received an electricity bill of R81 000.00, after 

which the Municipality informed him that his electricity meter, which had been 

replaced in May 2025, had been defective. 

 

6.1.6. The Complainant further contends that he was not informed of the meter 

replacement and that the Municipality retrospectively adjusted his electricity 

charges to 2022, without providing an adequate explanation for why the 

alleged defect was only identified in 2025. He submits that, despite numerous 

engagements, the Municipality has failed to provide a substantive response 

or resolve the matter. 

 

Municipality’s version 

 

6.1.7. A Notice in terms of Rule 23(1) of the Public Protector Rules was issued to 

Mr Johann Mettler (Mr Mettler), the Manager of the City of Tshwane 

Metropolitan Municipality (CoT), on 21 January 2026, inviting his response to 

the allegations. 

 

6.1.8. A response dated 26 January 2026, was received from Mr Mqoqi, the 

Divisional Head of the Collection and Revenue Recovery for the CoT, stating 

as follows: 

 

6.1.8.1. The Energy and Electricity Department (EED) removed the old electricity 

meter number XXXXX from the Complainant’s property and installed a new 

electricity meter number XXXXX.  After the replacement, a notification was 

generated on the SAP (Systems, Applications and Products) system to inform 
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the Metering and Invoicing Section (MIS) to monitor consumption on the new 

electricity meter and implement the necessary adjustments; 

 

6.1.8.2. The electricity meter must be monitored for a minimum period of ninety (90) 

days, or three months, before any adjustments can be affected. This 

monitoring period enables the calculation of an estimated average 

consumption for the relevant timeframe;  

 

6.1.8.3. The controlled monitoring process was undertaken after the issuance of the 

invoice, which reflected unusually high electricity consumption; 

 

6.1.8.4. The table below indicates the statement invoice of the high electricity 

consumption dated 13 August 2025: 

 

DATE DETAILS AMOUNT (R) 

(excluding VAT) 

VAT (R) AMOUNT (R) 

(including VAT) 

14/07/25 Balance Brought 

Forward 

9,730.45 0.00 9,730.45 

13/08/25 Sub Total (A) 9,730.45 0.00 9,730.45 

13/08/25 Miscellaneous 

Charges 

57.18 0.00 57.18 

13/08/25 Property Rates 390.66 0.00 390.66 

13/08/25 Waste Management 388.74 58.31 447.05 

13/08/25 Electricity 67,490.47 10,123.55 77,614.02 

13/08/25 Water 250.68 37.60 288.28 

13/08/25 Sanitation 143.27 21.49 164.76 

 VAT 14% on services 

of R0.00 

 0.00  
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 VAT 15% on services 

of R68273.16 

 10,240.97  

 Total Current Levy (B) 68,721.00 10,240.97 78,961.97 

 TOTAL AMOUNT 

PAYABLE (A+B) 

78,451.45 10,240.97 88,692.42 

 

6.1.8.5. Upon completion of the monitoring of the new electricity meter’s recorded 

consumption, a retrospective adjustment was implemented as set out below: 

 

(a) The electricity consumption was recalculated for the period 03 June 

2023 to 04 August 2025. 

 

(b) The Complainant was initially billed for 34,362 kilowatt-hours (kWh), 

amounting to one hundred and eighteen thousand eight hundred and 

sixty-two rand fifty-four cents (R118,862.54), instead of 17,595 kWh, 

which should have amounted to fifty-three thousand five hundred and 

fifty-one rand thirty-one cents (R53,551.31). 

 

(c) The difference between the amount charged and the corrected amount 

resulted in a credit of sixty-five thousand three hundred and eleven rand 

twenty-three cents (R65,311.23), excluding Value Added Tax (VAT), 

which has since been applied to the Complainant’s municipal account. 

 

6.1.8.6. The adjustment is reflecting on the below stated invoice. Accordingly, the 

Municipality confirms that the account has been adjusted and that the 

incorrect electricity billing matter has been resolved. 
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Copies of the adjusted municipal statement invoice  

 

6.1.8.7. The table below indicates the adjusted invoice statement dated 09 January 

2026: 

                  
DATE DETAILS AMOUNT (R) 

(excluding VAT) 

VAT (R) AMOUNT (R) 

(Including VAT) 

09/12/25 Balance Brought 

Forward 

83,820.46 0.00 83,820.46 

09/01/26 Sub Total (A) 83,820.46 0.00 83,820.46 

09/01/26 Miscellaneous 

Charges 

65,265.23- 9,796.69- 75,061.92- 

09/01/26  Property Rates 390.66 0.00 390.66 

09/01/26 Waste 

Management 

388.74 58.31 447.05 

09/01/26 Electricity 236.50 35.46 271.96 

09/01/26 Water 209.89 31.48 241.37 

09/01/26 Sanitation 116.73 17.51 134.24 

 VAT 14% on 

services of                 

R 0.00 

 0.00  

 VAT 15% on 

services of R 

64359.37- 

 9,653.92-  

 Total Current 

Levy (B) 

63,922.71- 9,653.92- 73,576.63- 

 TOTAL 

AMOUNT 

PAYABLE (A+B) 

19,897.75 9,653.92- 10,243.83 

30-90 Days 90+ Days Total charge 

(excluding VAT) 

Total VAT Total charge 

(including VAT) 

8,712.53 0.00 19,897.75 9,653.92- 10,243.83 

OVERDUE 

AMOUNT 

DUE DATE IMMEDIATELY  10,243.83 
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CURRENT 

ACCOUNT 

DUE DATE 30/01/26 AMOUNT 

PAYABLE 

73,576.63- 

 

6.1.8.8. On 26 January 2026, the Complainant’s municipal account reflects an 

outstanding balance of five thousand two hundred and forty-three rand 

eighty-three cents (R5,243.83), which is due and payable; 

 

6.1.8.9. The extract below from the SAP system reflects the Complainant’s adjusted 

outstanding balance and the total amount payable: 

 

ZAR Total Due 

RECEIVABLES 5,243.83 3,712.53 

TOTAL 5,243.83 3,712.53 

 

6.1.8.10. According to the statement dated 09 January 2026, the miscellaneous 

charges that amounted to R65,265.23 were reversed and reduced on the 

Complainant’s municipal billing account.  

 

       Explanatory Notes 

 

Miscellaneous Charges 

 

6.1.8.11. Miscellaneous charges refer to additional fees that are not directly linked to 

primary services such as water, electricity, or property rates. These charges 

may include items such as meter reading fees, account maintenance fees, or 

other administrative costs. 

 

6.1.8.12. In terms of section 74(1) of the Municipal Systems Act, 2000, a municipal 

council is required to adopt and implement a tariff policy for levying fees for 

municipal services, whether provided directly by the municipality or through 

service delivery agreements, in compliance with this Act and any other 

applicable legislation. 
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Correspondence from the Complainant  

 

6.1.9. On 29 January 2026, the Investigation Team sent correspondence to the 

Complainant, informing him of the response received from the Municipality 

concerning his matter. 

 

6.1.10. On 30 January 2026, the Investigation Team received an email from the 

Complainant confirming that he was satisfied with the Municipality’s outcome 

and had received a Short Messaging Service (SMS) from the Municipality 

indicating that his current total amount due is three thousand seven hundred 

and nine rands and twenty-eight cents (R3 709.28). 

 

6.1.11. The Complainant expressed his appreciation to the Investigation Team for 

intervening in his matter.  

 

  Applicable Law 

 

Constitution of the Republic of South Africa,1996  

  

6.1.12. Section 152(1)(b) provides that one of the objectives of a local government 

is to deliver services to communities in a manner that is sustainable over time. 

 

6.1.13. Section 195(1)(e) obliges public administrators to be responsive to the needs 

of the public. 

 

6.1.14. Section 237 stipulates that all constitutional duties must be carried out 

diligently and without delay. 
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Municipal Systems Act, 2000  

 

6.1.15. Section 5(2) provides inter alia that members of the local community have the 

duty, where applicable, and subject to section 97(1)(c), to pay promptly 

service fees, surcharges on fees, rates on property and other taxes, levies 

and duties imposed by the Municipality, and to comply with by-laws of the 

Municipality applicable to them. 

 

6.1.16. Section 6(2) provides, among other provisions, that a municipality’s 

administration is required to respond to the needs of the local community. It 

must provide community members with complete and accurate information 

about the level and quality of municipal services they are entitled to receive 

and keep them informed about how the municipality is administered, including 

the costs involved in its management. 

 

6.1.17. Section 74(1) states that a municipal council must adopt and implement a 

tariff policy for levying fees for municipal services, whether the services are 

provided directly by the municipality or through service delivery agreements, 

in compliance with this Act and any other applicable legislation. 

 

6.1.18. Section 95(c) to (g) stipulates, inter alia, that a Municipality must, within its 

financial and administrative capacity, take reasonable measures to ensure 

that service users are informed of the costs of service delivery and the 

reasons for the levying of service charges. 

 

6.1.19. Where the use of services requires measurement, the Municipality must take 

reasonable steps to ensure that individual consumption is measured through 

accurate and verifiable metering systems. 

 

6.1.20. The Municipality should ensure that persons liable for payment receive 

regular and accurate statements reflecting the basis on which amounts due 
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are calculated. It must also provide accessible mechanisms for such persons 

to query or verify accounts and metered consumption, as well as appeal 

procedures that allow for prompt correction of inaccurate accounts. In 

addition, accessible complaint-handling mechanisms must be provided, 

together with timely responses and corrective action by the Municipality. 

 

White Paper on Transforming Public Service Delivery, 1997 (Batho Pele 

Principles)  

 

6.1.21. The Batho Pele Principles inform the manner in which service delivery must 

be dispensed within the public service.  

 

6.1.22. Principle 5 of the Batho Pele Principles provides that citizens should be given 

full, accurate information about the public services they are entitled to 

receive.  

 

6.1.23. Principle 7 of the Batho Pele Principles deals with redress, provides inter alia 

that if the promised standard of service, remedy, and complaints are made, 

citizens should receive a sympathetic, positive response. 

 

City of Tshwane Credit Control and Debt Collection Policy, 2023/24  

 

6.1.24. Clause 7 of the Credit Control and Debt Collection Policy provides that – 

 

“The Municipality may estimate readings and read meters in accordance with 

the period prescribed in the respective water and electricity policies and By-

Laws. The meters must be read at least once in every month unless 

otherwise the meter is inaccessible.” 

 

6.1.25. Clause 13.1 of the Credit Control and Debt Collection Policy provides that – 

 



Report of the Public Protector 

   
 

19  

“Clients may lodge a dispute on the prescribed form against the accuracy of 

specific amounts on their accounts at the Municipality’s customer care 

facilities.” 

 

Electricity Supply By-Laws, 2023  

 

6.1.26. Clause 54 stipulates that the Municipality should, at the customer’s expense, 

either through a direct charge or an approved tariff, supply, install, and 

maintain suitably rated metering equipment at the designated metering point 

to measure electricity consumption.  

 

6.1.27. Clause 55 (2) provides that the Municipality is entitled to test its metering 

equipment. If it is established by test or otherwise that such metering 

equipment is defective, the Municipality shall in accordance with the 

provisions of subsection (6)- 

 

(a) in the case of a credit meter, adjust the account rendered; 

 

6.1.28. Clause 55(6) provides that when an adjustment is made to the electricity 

consumption recorded on a meter, the adjustment must be based either on 

the meter’s percentage error as established by the test, or on a calculation 

derived from consumption data held by the Municipality.  

 

        Case Law 

 

6.1.29. In the matter of BIR Investments (Pty) Limited v City of Johannesburg 

Metropolitan Municipality1, BIR Investments challenged the City of 

Johannesburg’s incorrect opening balances and tariff codes on its municipal 

electricity account. The Municipality admitted incorrect billing but raised 

procedural defences. The High Court held that disputed electricity charges 

 
1   BIR Investments (Pty) Limited v City of Johannesburg Metropolitan Municipality (2023/049538) [2025] ZAGPJHC 1050 (20 October 2025) at   paragraph 46.  
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are ordinary debts that prescribe after three years and ordered the reversal 

of prescribed amounts along with adjustments to the account. 

 

6.1.30. In another matter of K2012190864 (Pty) Limited v City of Johannesburg 

Metropolitan Municipality,2 the court ordered that the respondent shall within 

30 days of the date of the order, rectify the applicant’s municipal account, in 

respect of electricity, water, sanitation, and refuse charges for the period of 

May 2017 to the date of this order by:  

 

“Reflecting the actual meter readings for the consumption of electricity and 

water, save for the period May 2018 to March 2019;  

 

Reflecting all actual payments made by the applicant and in respect of which 

the applicant shall provide proof to the respondent of the payments so made; 

 

The respondent shall debate the rectified account with the applicant within 20 

days of the rectified account having been rendered by the respondent to the 

applicant”.  

 

Analysis  

 

6.1.31. The evidence before the Public Protector indicates that the Complainant’s 

meter was defective and was replaced by the functionaries of the Municipality 

in May 2025, in accordance with clause 54 of the Electricity Supply By-Laws, 

which authorises the Municipality to install and maintain appropriately rated 

metering equipment. 

 

6.1.32. In July 2025, the Complainant was billed an amount of R81 000.00 for 

electricity due to inaccurate meter readings from 2022 to July 2025. Following 

the installation of the new meter, the Municipality retrospectively monitored 

 
2   K2012190864 (Pty) Limited v City of Johannesburg Metropolitan Municipality (8538/2022) [2023] ZAGPJHC 1178 (26 September 2023) at paragraph 51. 
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his consumption over a three-month period and adjusted the electricity 

charges for the period of 03 June 2023 to 04 August 2025 in terms of clause 

55(6) of the Electricity Supply By-Laws. 

 

6.1.33. Although the incorrect electricity billing issue remained unresolved, the 

Complainant continued to make monthly payments on his municipal account 

in compliance with section 5(2) of the Municipal Systems Act, which require 

ratepayers to pay municipal service charges and property rates. 

 

6.1.34. Clause 7 of the Credit Control and Debt Collection Policy allows the 

Municipality to charge residents for electricity based on estimated 

consumption, rather than actual meter readings, when a conventional meter 

and metering equipment is defective. In this case, the Municipality billed the 

Complainant using estimated consumption as the new electricity meter was 

being monitored for a three-month period. 

 

6.1.35. The Municipality determined that the Complainant had been overcharged for 

34,363 kWh, amounting to R118 862.54, instead of 17,595 kWh, which 

equated to R53 551.31 for electricity consumption. 

 

6.1.36. Following the adjustment of the Complainant’s account, the Municipality 

identified a miscellaneous charge of R65 311.23. As a result, the Municipality 

subsequently reviewed the Complainant’s account, recalculated the 

applicable charges, and reduced the miscellaneous charges from 

R65,265.23 R3 712.53 in accordance with section 55(6) Electricity Supply 

By-Laws. 

 

6.1.37. This corrective action accords with the principle set out in K201219064 (Pty) 

Limited v City of Johannesburg Metropolitan Municipality and Others, where 

the court ordered the correction of a municipal account relating to electricity 

and other services. 
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6.1.38. Once the Municipality identified that the Complainant had been billed for 

unaccounted electricity consumption, it took reasonable measures to ensure 

the accurate measurement and verification of his electricity consumption, in 

accordance with section 95 of the Municipal Systems Act. 

 

6.1.39. The corrective measures taken by the Municipality are consistent with its 

obligations under section 6(2) of the Municipal Systems Act to address 

community needs, provide full and accurate information regarding municipal 

services, and keep residents informed of applicable policies. 

 

6.1.40. The Complainant exercised his right by lodging a query with the Municipality 

concerning the incorrect electricity billing on his account, in accordance with 

clause 13(1) of the Credit Control and Debt Collection Policy, which entitles 

customers to dispute the accuracy of their municipal accounts. 

 

6.1.41. In BIR Investments (Pty) Ltd v City of Johannesburg Metropolitan 

Municipality, the court ordered the reversal of prescribed amounts along with 

adjustments to the account. In this matter, after the Public Protector`s 

intervention on 26 January 2026 the Municipality reversed the amounts from 

03 June 2023 to 04 August 2025 and adjusted the Complainant`s account to 

an amount of R3 712.53. 

 

6.1.42. Furthermore, section 237 of the Constitution mandates that constitutional 

obligations must be performed diligently and without delay. The Public 

Protector acknowledges that following its intervention on 27 January 2026, 

the Municipality took immediate steps to rectify the incorrect electricity billing 

on the Complainant`s municipal account. 
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7. INTERVENTION AND REMEDY  

   

7.1. Upon being notified by the Public Protector on 27 January 2026, the 

Municipality took reasonable corrective measures to ensure accurate 

calculations and monitoring of the electricity consumption recorded by the 

new electricity meter and a retrospective adjustment was carried out. 

 

7.2. The Complainant’s electricity account was accordingly revised and adjusted 

from R118 862.54 to R3 712.53, as evidenced by the statement dated 09 

January 2026, indicating that the miscellaneous charges which amounted to 

R65,265.23 were reduced on the Complainant’s municipal billing account.  

 

7.3. As a result, the Public Protector takes cognisance of the immediate 

intervening action and decisive steps taken by functionaries of the 

Municipality to prevent an occurrence of improper prejudice and undue delay, 

thus resolving the complaint, and providing the necessary remedy as 

envisaged in section 182(1)(c) of the Constitution.  

 

8. CONCLUSION  

 

8.1. The Public Protector is satisfied that the complaint has been resolved and      

considers this matter as finalised. 

 

 

__________________________ 

ADV KHOLEKA GCALEKA  

PUBLIC PROTECTOR 

REPUBLIC OF SOUTH AFRICA 

DATE: 30 JUNE 2026  

Intern Investigator: Gauteng Provincial Office 


