uently Asked Questions

The City answers
your questions

Question: How do | apply for a refund?

Answer: All requests must be in writing. If a Land Transfer

was effected, an attorney s letter must be sent to Council. The
refund process will only commence once con rmation from the
Deeds Of ce is obtained regarding change of ownership. (Please
note: all Land Transfer refunds are refunded to the transferring
attorney.)

If nalisation is on a services account, request for nalisation
must be completed at a Revenue Customer Liaison Of ce

and the refund will be made out to the account holder. For
overpayments, the request for a refund must be sent to the
Refunds department at Thuso House, 61 Jorissen Street,
Braamfontein, and the refund will be made out to the account

holder.

Question: How long does it take to refund an
z account holder?

Answer:

Land Transfer: Up to 9 weeks from registration

Finalisation of services account:
Up to 3-4 weeks from nalisation

Overpayment: Up to 3-4 weeks from application
uestion: How do | register online to receive my
Sstatements via email?
Answer: It couldn t be easier. Simply log onto the City of
Johannesburg s website at www.joburg.org.za and select the
e-Service button. You will be asked to enter certain personal
information and to choose a username and password. Then
log on using your username and password. Select Account
by Email and click on Register Your Email Address link.
Complete the elds. Select | Agree and the Submit Form

buttons. And thats it!
Question: What happens when | register online?

Answer: When you register, we store your email address with
your account number. Every month when the statements are
generated, we will send your statement to your email address.
You can change your email address or discontinue the service at

any time.
Question: How do | request a copy of my tenant’s

statement?
Answer: The relevant form needs to be completed and
submitted at a Regional Of ce.

uestion: | receive two accounts, one for rates
and taxes and one for water and power. Is it
possible to consolidate these two accounts into
one?
Answer: Yes, if the name and surname of both the accounts
are the same, you can call the Joburg Connect call centre on
011 375 5555 and request to do this.

uestion: What reductions are available on
assessment rates for senior citizens?
Answer: The City is sensitive to the needs of its senior citizens.
Registered property owners who are pensioners may apply for

a reduction of assessment rates. This is in accordance with the
City s annual assessment rates tariff proposal.

An application form must be completed and pensioners must
meet the predetermined criteria. They are also required to
reapply annually for this reduction. The relevant application
forms are available from the City s People s Centres. The four
basic requirements are:

you are the owner of the property in respect of which the
assessment rates are charged

you must be at least 60 years old

your total income, including that of your spouse, must be less
than R 4 500.00 per month

the total value of the property, that is, the land plus the
improvements, must be less than R 500 000.00

These minimum quali cations will change from time to time and
you may contact the Council in June for the latest requirements.
Applications for the pensioners reductions are processed every
year and customers must apply or re-apply every year before July
1st. If your circumstances change, do not hesitate to contact us
to make an application for the reduction. Q
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If you have changed or are changing your postal address or
any of your other contact details, please remember to let us
know immediately. For your convenience you can update us
via email at statements@joburg.org.za, or via e-fax to
011 381 3977,0r visit your nearest People s Centre and Il in
the forms provided. Q

Haven t received your
statement?

You may not receive your statement for a variety of reasons,
one of which is that it may have been withheld due to a
billing related query. If this is the case, you will receive a letter
from the City that advises you of this. You should continue

to pay the average monthly amount of your bill until the
query is resolved. This will ensure that your account won t

fall into arrears and result in your services being restricted or
terminated. If you are not receiving your statement for any
other reason, please let us know. Every person who receives
water, power, owns land or has their waste collected by the
City should have an account with us. Contact our Billing
Department at statements@joburg.org.za, call Joburg
Connect on 011 375 5555 or fax us at 011 381 3977, to
register your statement query (please register account queries
on our website at www.joburg.org.za) 0\9

If you know or suspect anyone with an illegal water or
electricity connection, or notice people tampering with
connections, please contact the City immediately at the Joburg
Connect call centre on 011 375 5555 and select the option for
either Joburg Water or City Power. Alternatively, call the City s
Fraud Hotline 0800 002 587, City Power s Fraud Hotline
on 0800 003251 or Joburg Water s Fraud Hotline on 0800
150000. Not only is it illegal, it is also dangerous. @

Oops...!

Qver the past few weeks we have been experiencing problems
in drawing meter reading information from our website. We
apologise for this. Please keep a copy of the readings you

are noting for future reference. We are working at  xing this
problem and hope the service will be back in action soon. 0\9
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The City uses the bottom section of your statement to
communicate various messages to you, such as if your account
is in arrears and to advise you to make arrangements to pay

it off. Please ensure that you always read these messages to
keep up-to-date with all aspects of your account and the City s
billing system.

Unusual charges on your
statement?

ou may incur various charges on your
nts. Some of these may

From time to time Y .
account if you are late with your payme

include (exc. VAT):
A Final Letter of Demand for electricity c
r of Demand for water costs (R59.30)

osts (R78.09)

A Final Lette

Interest on overdue amounts (the exact amount will vary

]on)urg

according to what you owe)
r revenue costs (R37.50) 0\9

A Final Letter of Demand fo
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%ty Power

Johannesburg

Contact us:

011 375 5555

Joburg Connect one number for all billing queries
related to the City of Johannesburg

Johannesburg Water

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 3755911

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

Change of postal address for account statements
statements@joburg.org.za
Joburg Connect at 011 375 5555
Fax to 011 381 3977
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